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Glintimiizde kiiresellesen diinya diizeninde pazarlama biliminin kapsami giin-
den giine genislemektedir. Kiiresellesme sayesinde artan rekabet kosullar1 sade-
ce lriinler ve hizmetler degil ayn1 zamanda insanlar, fikirler ve cografi mekan-
lar da pazarlama kapsamina dahil edilmistir. Pazarlama kavraminin cografi
mekanlara uygulanmasi mekanlarin sistematik bir sekilde pazarlama ilkelerine
gore rekabet avantaji kazanmasini saglamay1 hedeflemektedir. Mekanlar, gelis-
tirdikleri pazarlama stratejileri ve uygulamalar: sayesinde hedef kitleleri olan
turistlere, ig diinyas: ve yatinmcilara, sehirde yasayanlara hitap etmektedir.
Mekanlarin rakipleri arasinda daha ¢ok tercih edilebilir olmasi sistematik me-
kan pazarlamas siirecinin bir sonucu olarak ortaya ¢ikacaktir.

Pazarlamada 6nemli bir kavram olan marka, hedef kitlenin zihninde ve alg-
larinda sunulan degiskenin farkliiginin ifade edilmesi anlamina gelmektedir.
Mekan pazarlamasi konseptinden yola cikarak sehirlerin markalanmasi ise s6z

966 IV. Lisansustii Turizm Ogrencileri Aragtirma Kongresi

konusu soyut degerlerin yaratilmasi sehrin gelisimine katki saglayacak ve reka-
bet avantaji kazandiracak 6nemli bir yaklasimdir. Bu baglamda tez ¢alismasinin
uygulama kisminda iilkemiz agisindan biiyiik bir oneme sahip bir¢ok acgidan
lokomotif bir 6zellige sahip olan, ayn1 zamanda bir diinya sehri olan Istanbul
konu alinmigtir. Uygulama kisminda Istanbul sehrinin hedef kitlesi iizerinde
rakiplerine gore farkliligin1 ortaya koymaya yonelik bir sehir markasi modeli
Onerilmistir.

Anahtar sozciikler: Pazarlama, Mekan Pazarlamasi, Marka, Sehir Markasi

ABSTRACT

At present, the scope of marketing is widening day by day. Competition has
brought not only products and services but also people, thoughts and geo-
graphic places under the scope of marketing. The application of the very con-
cept of marketing on geographic places aims the systematic obtainment of posi-
tive competitive advantages for places, according to the marketing principles.
Places can reach their target audience of tourists, business people and investors
and citizens by means of marketing strategies and practices that they can de-
velop. The preferableness of places among their competitors will be the result of
a systematic marketing process.

Brand, which is an important concept in marketing, is the expression of the
difference of the variables presented to the minds and perceptions of the target
audience. The branding of cities by means of place-marketing is critical for the
development of cities as well as its gaining of competitive advantages. In the
empirical part of the study, the city of Istanbul has been taken as the object of
investigation. A city branding model has been suggested regarding the differen-
tiation of Istanbul from its competitors.

Key words: Marketing, Place Marketing, Brand, City Brand
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Dogal kaynaklarin plansizca tiiketildigi ve fiziksel ¢evre iizerinde onarimi gii¢
tahribatlarin ortaya c¢iktigr giiniimiiz diinyasinda, her alanda oldugu gibi tu-
rizmde de siirdiiriilebilirlik kavrami giderek énem kazanmaktadir. Turizmde
suirdiiriilebilirligi saglamak amaciyla, cevre sorunlarina daha duyarh olan alter-
natif turizm modeli gelistirilmistir. Alternatif turizm uygulamalarinda kaynak-
larin siirdiiriilebilir sekilde kullanimu ile yerel halk ve gevreye olan sayg turiz-
min gelecegi i¢in bu modelin 6nemini arttirmigtir.

Bu calismada arastirma alami olarak, turizm potansiyeli varlii nedeniyle
Diizce'nin Akcakoca ilgesi secilmistir. Arastirma alaminda silirdiiriilebilir bir
turizm saglamak amaciyla mevcut turizm faaliyetlerine ek olarak alternatif tu-
rizm tiirleri ve faaliyetleri arastirilmistir. Mevcut turizmin sorunlar ortaya ko-
nularak, planc goziiyle koruma kullanma dengesinin saglandig: alternatif bir
turizm gelismesinin nasil olmasi gerektigi konusunda ¢oziim onerilerinde bulu-
nulmustur. Bu amagla konuyla ilgili literatiir taranmis ve arastirma alaninin
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dogal ve kiiltiirel kaynaklar1 incelenmistir. Yanlis arazi kullanimlar1 sonucu
arastirma alaninin dogal ve kiiltiirel kaynaklarindaki tahribatin giin gegtikce
arttig1 goriilmiis ve turizm potansiyeli olan alanlarda koruma kullanma denge-
sini saglamak icin alternatif turizmin bir ¢esidi olan ekoturizm ve politikalarina
oncelik verilmistir. Akgakoca igin uygun olabilecek ekoturizm tiirleri ve faali-
yetleri belirlenmis ve bu faaliyetler icin potansiyel olabilecek alanlar &nerilmis-
tir. Ayrica aragtirma alaninda turizm sisteminin kalitesi, {irtinleri, hizmetleri,
turizm faaliyetlerine olan egilim, turizm amacli kullanilan alanlar, alanlardaki
kisitlayicr nedenler, kullanim yogunlugu ve turistik alanlardaki memnuniyetleri
belirlemek amaciyla yar standart anket formlar1 hazirlanmis ve 500 denek iize-
rinde uygulanmustir. Anket verilerinin ¢oziimlenmesinde bilgisayar destekli
istatistik programi kullamilmis ve Yiizde Frekans, Faktor, Cronbach’ Alpha,
Bagimsiz Orneklemler I¢in Tek Faktorlii Varyans ve T Testi analizleri yapilmis-
tir. Elde edilen veriler, bulgular boliimiinde cizelgelerle belirtilmistir.

Sonug olarak hem planci ve hem de kullanic1 bakis agisiyla ilgenin turizm faa-
livetlerinde karsilasilan sorunlar tartisilmis, 6nerilen ve turizm potansiyeli olan
diger alanlarda koruma kullanma dengesinin saglandig: alternatif bir turizm
uygulamasinin nasil olmasi gerektigi konusunda bazi ¢6ziim onerileri ortaya
konulmustur.

Anahtar sozciikler: Akgakoca, Alternatif Turizm, Dogal ve Kiiltiirel Kaynaklar,
Ekoturizm, Planlama.

ABSTRACT

Consuming natural resources without any plan makes sustainable tourism more
important than any other times. For this purpose, an alternative tourism model
was developed according to environmental conscious. Making resources sus-
tainable with local people and environmental conscious has become important
for tourism in future in alternative tourism applications.

In this study, Akcakoca town, Diizce was selected because of its high tourism
potential. Alternative tourism types and activities as well as already established
tourism activities were investigated to obtain sustainability in tourism in inves-
tigated area. Various solutions have been providing about how Alternative
Tourism developments could be carried out according to city planners as well
as daily problems in tourism. For this purpose a literature survey was carried
out and natural and cultural resources of searched area where investigated. It
was observed that wrong usages of land destroyed natural and cultural re-
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sources in researched areas and ecotourism and its policies as alternative tour-
ism type was considered important to protect tourism potentials in town. Possi-
ble ecotourism types and facilities for Akgakoca where determined and poten-
tial activities where provided. Moreover semi-standard questionnaire where
prepared and was applied to five hundred people investigated quality, goods,
services, trend for tourism activities, spaces for tourism applications, obstacles
in spaces, density and appreciation in tourism system. Computer aided statisti-
cal program was used to understand questionnaire data; percent frequency
factor, Cronbach alpha, independent samples for single factor variance and T
test and analyses were carried out. Obtained data were provided as tables in the
outcome section.

As a result, problems in tourism facilities of town were discussed as a planner
and from users’ points of view. Various suggestions have been provided to
overcome problems and make balance in different activities that would provide
alternative tourism applications.

Key words: Akgakoca, Alternative Tourism, Natural and Cultural Resources,
Ecotourism, Planning.
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2000'li yillarin esiginde diinya her alanda biiyiik bir degisim yasamaktadir. s
diinyasmin temel aktorleri olan igletmeler de bu biiyiik degisimden derinleme-
sine etkilenmektedir. Insamin yaraticihgy, bilgisi, zekasi, deneyimi ve yetenegi
gliniimiiz isletmelerinin rekabette iistiinliik saglama ¢abalarinin temel dayanagi
haline gelmistir. On yillardir ikincil ve pasif bir fonksiyon olarak kalan insan,
bugiin en degerli kaynak haline gelmis ve isletme yonetiminin 6ncelikli bir stra-
tejik unsuru niteligini kazanmisgtir.

Rekabet iistiinliigii saglamanin yolu artik, yaratici ve kendini gelistirmek iste-
yen bu insanlarin motive edilmesinden ve isletmeye baglanmasindan gecer hale
gelmistir. Isletmelerde mutluluk ve bagariy1 etkileyen en 6nemli farklardan biri
de “kisilik” tir. Gliniimiiziin isletme yoneticilerinin iizerinde durmasi gereken
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temel konulardan biri de insanlarin kisilik ve psikolojik analizlerinin dogru
olarak yapilmasidir. Isletmeler iginde insan unsuru bu denli énem kazanmaya
baslayinca, arastirmacilar insan davranislarinin sebeplerini aramaya baslamis-
lardir. Bu sebeplerin baginda kisilik ve kiiltiir gelmektedir. Insanlar gelisimlerini
her zaman kiiltiirel bir ortamda gerceklestirmektedir. Eskiden bir ¢ok bilim
adamu kiiltiiriin insan gelisimindeki etkisini pek dikkate almazken, giiniimiizde
bu konuya ¢ok biiyiik vurgu yapilmaktadir. Uluslararas: isletmelerin ¢ogalmasi
akademisyen ve bilim adamlarinin kiiltiirel farkliliga olan ilgisini arttirmistir.
Kultiiriin kisilik olusumundaki etkileri oldugu gibi, kisilik 6zelliklerinin de
kiiltiir tizerinde etkileri vardir.

Yapilan arastirmalarin bulgular1 dogrultusunda kisiligin artik, orgiitlerin en
Oonemli sermayesi olarak kabul edilen “insan kaynag1”n1 etkili ve verimli sekilde
kullanmay1 kolaylastiran bir faktdr oldugu artik kabul edilmektedir. Giinii-
miizde Orgilit sistemi icindeki biitiin olusumlarin (kiiltiir, motivasyon, liderlik
tarzi1 vb) kisilik kavramiyla dogrudan iligkisinin olduguna dair aragtirma bulgu-
lar1 ¢ogaldikca, degisik Olgeklerde (farkh Kkiiltiirlerde) ve degisik alanlardaki
orgiit yoneticileri “kisilik” olgusundan etkin bir sekilde yararlanma yoniinde
hareket etmeye baglamislardir.

Farkl kiiltiirel ortamlarda ise ve yonetime iliskin degerler ve bunlarin yone-
timdeki etkileri {izerine yapilan ¢alismalar yeni olmamakla beraber, kiireselles-
me ile birlikte 6nemi her gecen giin daha da artmaktadir. Kiiltiirel farkliligin
kisilik olusumunda etkili oldugu gercegi ve bunun da isletme yapisini etkileye-
cegi yapilan aragtirmalarla dogrulanmistir. Insan gelisiminin kiiltiirler arast
incelenmesinde belirli bir kiiltiirel yap1y1 dikkate alan “antropolojik yaklasim”a
olan ilgi oldukga yiiksek olmustur. Ancak yapilan arastirmalar, her toplumun
bireylerinin kendi kiiltiirel yapis1 i¢inde incelenmesi, miimkiin oldugunca farkh
kiiltiirlerde arastirmalarin yapilmasi ve bunlarin karsilastirilmasinin gerekliligi-
ni giindeme getirmistir. Bu yontem, insanin kisilik gelisimine daha genis bir
pencereden bakmay1 saglamisgtir.

Glintimiiziin profesyonel yoneticileri birlikte ¢alistiklar: insanlar1 tanimak zo-
rundadir. Insanlar arasindaki farkliliklar nedeniyle isletme kurum ve kurulusla-
rin yoneticilerinin genel politika ve stratejilerinin yaninda, kigisel politika ve
stratejilerin de olusturulmas: giiniimiizde artik bir zorunluluk haline gelmistir.
Yonetim kademelerini en ¢ok zorlayan, ¢alisanlarin farkh kisilik yapilarina sa-
hip olmalaridir. Eger bu farkliliklar olmasayd: insanlar1 yonetmek ¢ok kolay
olurdu. Bu baglamda insani1 psikolojik yonden tanimanin veya anlamanin gok
biiyiik pozitif katkilar1 olacag gergegiyle bu ¢alisma yapilmustir.
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Bu nedenlerden dolayi ele alinan bu ¢alismada, “kisilik”, “kisilik-kiiltiir iliski-
si” ve “kisiligin yonetimdeki yeri” irdelenmis ve Antalya/Tiirkiye ve Florida
Adalari/Amerika yorelerinde faaliyet gosteren bes yildizli otel isletmelerinde
SHL-OPQ/Mesleki Kisilik Envanteri uygulanmis ve elde edilen bulgular karsi-
lagtirmal1 olarak yorumlanmistir. Bu analiz ve karsilastirmali degerlendirmeler

neticesinde kiiltiirel acidan farkliliklar ve benzerlikler saptanmuisgtir.

Anahtar sozciikler: Kisilik, Liderlik, Farkli Kiiltiirler, Mesleki Kisilik Envanteri

ABSTRACT

21st century brings together a period in which great changes are experienced in
almost every area. Businesses which are the main actor of business world are
influenced deeply from this big change. Human creativeness, knowledge, intel-
ligence, experience and ability will bring the main base of the present businesses
to lead in the competitiveness. Human, who is standing like a passive and sec-
ondary function during decades, became recently the most substantial source
and it will achieve a character of strategic business factor.

Anyhow the way of heading advantage is to motivate people who are creative
and want to improve themselves and is also become committed to the business.
The most important differences in businesses that affect happiness and
achievement is “personality”. One of the main topics that today’s business man-
agers should emphasize, is to make one’s personal and psychological analysis
accurately. When humans become important in businesses, researches start to
inquire the causes of human behavior. Personality and culture are the first
causes. Human always perform their development in a cultural atmosphere.
Formerly lots of scientists don’t consider the effect of culture on human devel-
opment, now there are lots of keynotes on this subject. Increasing the number of
international businesses redouble the affinity of academicans and scientists to
the cultural differences. As culture effects personality, personaliy features have
effects on culture.

Studies related with values about work and management and their influences
in management in different cultural ambiances are not newly introduced, but
their importance rises day by day. Research findings show that “personality” is
one of the important factors, which enables managers to use “human resources”
-the most important asset of the organizations- efficiently and effectively.
Nowadays all formations in organization system like culture, motivation, lead-
ership style, etc have a direct relation with personality relating to increase re-
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search findings, in different scales (different cultures) and different fields of
organization managers start to benefit effectively from the fact of “personality”.

The fact that cultural differences effect personality formation and this will ef-
fect business formation is certified with researches. In human developments’
intercultural analysis, the affinity to an “anthropological approach” that con-
sider specific cultural structure, was comparatively high. But researches show
that every society’s individual should analyze in its culture, do researches as
possible as in different cultures and it brings up the necessity of comparing
these. This method enabled to look at the personality development of humans in
a wider angle.

Today’s professional managers must know their colleagues. Because of the
differences between people, besides composing business managers’ general
policies and strategies, today it has become a necessity to compose individual
policies and strategies. Different personality structures of employees urge
mostly the management grades. In this context, to recognize or understand hu-
man from psychological way could have highly positive contributions. Thus
this study is done.

V/7i

Because of these reasons, in this study, “personality”, “the relation between
personality and culture” and “the role of personality on management” were
examined and “SHL_OPQ/Occupational Personality Questionnaire” was ap-
plied in five star hotels operating in Antalya/Turkey and Florida Key/USA. The
findings were explained comparatively and from these results differences and
similarities were found between cultures.

Key words: Personality, Leadership, Cross Cultures, Occupational Personality
Questionnaire
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Kitlesel cagin gelisiyle birlikte giiniimiizde mdisteri bilincinin artmasi, hizmet
kalitesinin saglanmasina yonelik ¢alismalar: gerekli kilmaktadir. Turizmde stir-
diirtilebilir bir gelisim izleyebilmek icin potansiyel miisterilerin yasam tarzlari
ve tatil beklentileri bilinmelidir. Kendine 6zgii yasam durumlari ve buna baglh
gereksinimleri ve davraniglari, turizm pazarlamasinda farkli potansiyel miisteri
tiplerinin olugsmasina neden olmus ve bu gruplara uygun olanaklarin saglanma-
sint gerektirmistir. Bu noktadan hareketle tiiketicilerin ayirt edici 6zelliklerine
gore pazar boliimlemesi yapilmaktadir.

Pazar boliimleme degiskenlerinden biri olan ve bu ¢alismanin ¢ikis noktasin
olusturan ailelerin, toplumsal degisimlerin de etkisiyle ge¢mis yillara gore tatil
beklentileri artmis ve farklilasmistir. Yalniz seyahat eden bireylere gore farkh
beklenti, istek ve gereksinimlere sahip olan aileler, turizm pazarinda farkli po-
tansiyel miisteri tiplerini olusturmaktadir. Seyahat acentalari, ulastirma ve otel
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isletmeleri tarafindan ailelere farkli olanaklar sunulmaktadir. Ailelere yonelik
faaliyet gostererek hizmet kalitesinin saglanmasi, otel isletmelerinin devamlilig1
ve pazarda tercih edilir olmasi bakimindan da 6nem tasimaktadir. Aragtirmanin
konusunu Tiirk ve Alman ailelerin otel isletmelerindeki hizmet kalitesi boyutla-
rini nasil algiladig: olusturmaktadar.

Calisma {i¢ boliimden olusmaktadir. Birinci boliimde; son yillarda 6nem ka-
zanmakta olan aile turizminin hedef kitlesi olan ailelerin satin alma davranisgla-
11, aile turizminin turizm pazarindaki yeri, aile turizmine yonelik hizmet veren
otel isletmelerinin sahip oldugu nitelikler ve bu isletmeler icin belirlenen 6lgiit-
ler ele alinmustir. Tkinci boliim; turizmde miisteri memnuniyeti ve hizmet kalite-
si kavramlarmin kisaca ele alinmasindan olusmaktadir. Uctincii boliimde ise;
Tiirk ve Alman turistlerin Antalya bolgesindeki tur operatdrleri tarafindan aile
kavramli olarak belirlenen otel isletmelerindeki alg1 diizeyleri ortaya konulma-
ya calisilmustir.

Aragtirma betimleyici bir arastirma olup, veri toplama yontemi olarak anket
teknigi kullanilmistir. Anket formu Parasuraman ve Zeitlhaml'mn (1990) hizmet
kalitesi anketinin 6zii korunarak hazirlanmistir. Anket sonuglar: degerlendirile-
rek her iki grubun verileri tablolar halinde gosterilmis ve mevcut durum ortaya
konulmaya c¢alisitlmistir. Arastirmanin evreni “2006 yili Temmuz-Eyliil dénemi
arasinda Antalya’da dort ve bes yildizli otel isletmelerinde konaklayan aileler”
olarak belirlenmistir. Ancak evrenin tamamina ulasmak zaman ve maddi kisit-
lardan dolayr miimkiin olmadigindan analiz ve yorumlar, secilen 6rneklem
igerisinden yapilmistir. Arastirmada olasilikli olmayan 6rneklem tekniklerinden
kasti 6rneklem teknigi kullanilmigtir.

Arastirma bulgular1 sonucunda, Alman ve Tiirk turistlerin yanitlar1 degerlen-
dirilerek bu turist tipleri arasindaki farkliliklar, otel isletmelerindeki hizmet
algilar1 ve ¢ocuklara yonelik hizmet veren otel isletmelerinde bulunan nitelikler
ortaya konulmaya calisilmistir.

Anahtar sozciikler: Aile, Aile Turizmi, Aile Otelleri, Hizmet Kalitesi, Antalya

ABSTRACT

The necessity of conducting studies focusing on providing service quality has
increased due to the increasing customer awareness. It is necessary to find out
customers’ potential life styles and holiday expectancies for a steady improve-
ment in tourism sector. Unique life styles, needs and behaviors of different
groups created various customer profiles in tourism which in turn created the
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need of providing appropriate opportunities to these groups. Therefore, it is
necessary to organize marketing strategies considering these differences.

Families which are the focus of this study are one of the variables of market-
ing. It is clear that the holiday expectancies of families have increased and dif-
fered as the result of changes in the society. Families having different expecta-
tions, wishes and needs from the individuals traveling alone create a different
customer market in tourism. They are provided with different opportunities by
traveling agencies and hotel companies. It is important for the hotel companies
to be preferred and permanent in the market by supplying customer satisfaction
while considering families. This study focuses on how Turkish and German
families perceive the service quality in hotels.

This study includes three parts. In the first part, the purchasing behaviors of
families, the place of family tourism in the market, the qualities of hotels serving
for family tourism and the criteria determined for these hotels are included. The
second part briefly deals with the concepts of customer satisfaction and service
quality in tourism. The third part tries to reveal the perceptions of Turkish and
German families on the service quality in hotels serving for family tourism.

This is a descriptive study and the data for the study is collected through
questionnaire. The questionnaire is prepared based on the Parasuraman ve
Zeithaml’s (1990) questionnaire on service quality. The data obtained from the
questionnaire were presented in tables referring to two subject groups. The par-
ticipants of the study were Turkish and German families spending their holi-
days in 4 or 5-star hotels in Antalya between July and September in 2006. Since
it was not possible to reach the whole subject group because of time and finan-
cial limitations, analysis and the discussions were conducted based on the cho-
sen subject group. The subjects of the study were chosen randomly.

The results of this study reveal the perceptions of Turkish and German tour-
ists on the service quality of the hotels, the differences in the perceptions of
these two groups and the qualifications of the hotels serving for children.

Key words: Family, Family Tourism, Family Hotels, Service Quality, Antalya
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Bolgelerarasi farkliliklar: ortadan kaldirmak icin uygulanan bolgesel kalkinma
politikalari, geri kalmis bolgelerdeki sosyo-ekonomik dengesizlikleri giderme
amacini tagimaktadir. Son zamanlarda turizm, kalkinmaya hiz verici ve tamam-
layic etkileri agisindan, bolgeleraras: dengesizliklerin giderilmesinde bir arag
olma niteligi kazanmistir. Bu asamada turizm; tarim ve sanayi faaliyetleri icin
yeterli kaynak ve imkana sahip olmayan, buna karsilik zengin bir turizm potan-
siyeline sahip bolgelerde onemli bir sektor haline gelmistir.

Bu baglamda tez galismasi ii¢ ana boliim iizerine kurulmustur. ik boliimde
genel hatlar itibariyle konuya teorik bir ¢at1 olusturmasi amaciyla turizm olgu-
sundan, bu olgunun gelisiminden ve turizmin sosyo-ekonomik etkilerinden
bahsedilmektedir. Turizmin sosyo-ekonomik etkileri; parasal ekonomik etkileri,
reel ekonomik etkileri ve sosyal etkileri olarak ii¢ ayr1 boliimde incelenmektedir.
Turizmin parasal ekonomik etkileri de; doviz arz ve talebine etkisi, dis 6demeler
dengesine etkisi ve fiyat istikrarina etkisi olarak {i¢ baslikta incelenmistir. Reel
ekonomik etkileri ise; istihdam, gelir ve diger sektorler {izerindeki etkileri sek-
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linde ele alinmistir. Son olarak da toplumsal- kiiltiirel ve ¢evre {izerindeki etki-
leri olarak turizmin sosyal etkileri incelenmistir.

Ikinci boliimde bolgesel kalkinma kavrami, bolgelerarasi farkliliklarin neden-
leri ve bunlar giderici bolgesel kalkinma politikalarindan bahsedilmistir. Ayrica
Avrupa Birliginin bolgesel kalkinma yaklagimlar1 ve bolgesel fonlardan, Tiirki-
ye’deki bolgesel kalkinma yaklasimlar: ve Avrupa Birligi uyum stirecinde Tiir-
kiye’deki yeni bolgesel kalkinma yaklasimlari ele alinmigtir. Bunun yam sira
turizmin bolgesel kalkinmaya katkisinin 1s1ginda turizm odakli bolgesel gelisme
araclar1 tanitilarak ikinci boliim tamamlanmaisgtir.

Tezin son boliimii ise Isparta’da bolgesel kalkinma agisindan turizmin 6ne-
mini ve kullarilabilirligini tartismaktadir. Isparta ili turizm sektoriinde klige-
lesmis kiyr turizminden uzak bir yapiya sahiptir. Ancak Tiirkiye'nin turizm
sektoriindeki gercek atilimi turizm tiirlerinde saglayacag: cesitlenme ile gercek-
lesecektir. Ciinkii deniz-kum-giines agirlikli bir yapi, cesitlenen turist profilini
ve turizm taleplerini karsilamaya yeterli olmayacaktir. Bu agsamada Isparta ili
sahip oldugu, inang turizmi, kiiltiir turizmi ve doga turizmi gibi 3 S (deniz-kum-
giines) turizmine alternatif turizm potansiyelleri ile ayricalikli bir yer almigtir.

Bu calismanin amaci; genelde bolgeler arasindaki dengesizlikleri giderici bol-
gesel kalkinma politikalar1 ve 6zellikle turizmin bu asamadaki roliinii incele-
mek, Ozelde ise Isparta ilinin turizm potansiyellerini ortaya koyarak, bu potan-
siyellerin Isparta ilinin gelismesinde kullanilabilir bir faktdr olup-olamayacagini
gostermeye calismaktir. Ayrica bu potansiyellerden daha fazla faydalanilmasi
i¢in neler yapilmasi gerektigini ortaya koyabilmektir.

Bu amag dogrultusunda Isparta ili otel isletmecilerine ve kamuoyuna farkl iki
anket ¢alismasi uygulanmistir. Bu anket uygulamalar ile birlikte bolge turizmi
ve turizmin bolge ekonomisine katkisi tespit edilmeye calisilmistir. Sonug ola-
rak turizmin, Isparta ilinin ekonomik olarak kalkinmasinda tek etkili sektor
olmasa da, bolge ekonomisine katkisinin olumlu oldugu ve bolgelerarasi denge-
sizligin giderilmesinde ©nemli bir rol oynadig1 ortaya gkmustir. Ayrica elde
edilen bulgulara gore, turizmin bolge icin bir kalkinma araci olarak kullanilabi-
lecegi, ancak bu potansiyellerden yeterince yararlanilamadig goriilmiistiir.

Anahtar sozciikler: Bolgesel Kalkinma, Turizm, Isparta, Isparta Turizmi, Alter-
natif Turizm
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ABSTRACT

Regional development policies which are implemented to wipe out regional
differences aim to eliminate social and economic imbalances in undeveloped
regions. Recently, tourism has been an instrument in eliminating regional dif-
ferences. At this stage, tourism occurs as an important sector for regions where
there are no agricultural and industrial sources but there is a rich tourism poten-
tial.

This study consists of three main parts. In the first part it is told about tourism
concept, the development of tourism concept and socio- economic impacts of
tourism. Today, the benefits of tourism are not to be judged in terms of eco-
nomic benefits alone. Tourism has wider implications encompassing not only
economic benefits but also social and cultural benefits as well. It can be ana-
lyzed in three titles: monetary economic impacts, reel economic impacts and
social impacts.

In the second part, it is told about regional development concepts, the ine-
qualities among regions, and the regional development policies which can
eliminate the inequalities. Also the regional development approaches of Euro-
pean Union are mentioned. Besides this tourism based regional development
instruments are introduced in the second part.

In the last part of the study the importance and the employability of tourism
in the sight of regional development in Isparta is discussed. Isparta does not
have 3S (sea-sand- sun) tourism. But this is not a disadvantage for Isparta. Only
3S tourism currently is not efficient for tourism demand. At present, new tour-
ism alternatives appeared: like religion tourism, cultural tourism, nature tour-
ism.

This study firstly discusses the developments in world tourism and then it ex-
amines the socio-economic effects of tourism. The aim of this study is to exam-
ine regional development policies towards removing regional disparities. We
specially reveal the tourism potential of Isparta and try to point out whether this
potential can be used in the development the city. We further show what can be
done for using these potentials more efficiently.

In order to reach these purposes, we perform case study investigations on ho-
tel managers and we also analyze public opinion of Isparta province. By these
case studies; regions, tourism and the addition of tourism to regional economy
are examined. Our results suggest that tourism is not the only factor in eco-
nomic development but also it plays a crucial role in eliminating regional im-
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balances. Our results suggest that tourism can actually be an instrument for
regional development. However, it appears that this potential has not been ex-
ploited sufficiently yet.

Key words: Regional Development, Tourism, Isparta, Tourism in Isparta, Al-
ternative Tourism
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Tiirkiye turizmi ile ilgili arastirmalarda biiytik bir cogunlukla Tiirkiye’de
turizm kavrami ya Turizm Bankasi'nin kurulusg yil1 olan 1962 ya da eko-
nomi politikalarinin degistigi ve serbest piyasa ekonomisine gecildigi
1980°li yillara dayandirilmakta, daha onceki déonemdeki gelismeler goz
ard1 edilmektedir. Oysa Cumhuriyet’in ilanindan sonraki hizli kalkinma
¢abalarmin damgasimi vurdugu dénemde turizm sektorii de unutulma-
mis, bu alanda da gelismelerin saglanabilmesi i¢in ¢aligmalar yapilmistir.
Tiirkiye’de turizmin gelisiminin Cumhuriyet’'in gelisimine kosut olarak
incelenmesi ve gelismelerin degerlendirilmesi tez calismasinin temel
¢ikis noktasini olusturmaktadir.

Tez calismasinda, Cumhuriyet’in ilk yillarindan itibaren turizm ala-
nindaki gelismeler kapsamli bir arsiv ¢alismasi ile incelenmekte ve orta-
ya konulmaktadir. Tiirkiye’de turizmin gelisimi tek partili donemdeki
gelismeler, ¢ok partili donemdeki gelismeler ve planli donemdeki gelis-
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meler olmak {izere ii¢ kisimda ele alinmaktadir. Tiirkiye turizm politika-
larma ve Tiirkiye’de turizmin gelisimine iliskin ¢alismalarda genellikle
tercih edilen yontem olan planli dénem oncesi - planli donem sonrasi
ayrimy, tek partili donemdeki ve ¢ok partili donemdeki gelismelerin far-
kini agikga ortaya koyamadig: icin tercih edilmemistir. Calismada, bu {ig
donemdeki turizm politikalar1 ayrintili olarak incelenmekte, farkli do-
nemlerdeki gelismelerin turizm politikalarina yansimalar1 ve etkileri
arsiv aragtirmalari ve literatiir taramasi ile degerlendirilmektedir.

Tez calismasinin ilk boliimlerinde Tiirkiye turizmi ve turizm politika-
lariin incelenmesinin ardindan Tiirkiye turizmi igin bir model 6ne stiri-
lebilmesi igin aragtirma ve model Onerisine ayrilan boliimde goriisme
teknigi kullanilarak Tiirkiye turizminde s6z sahibi olan kisilerin gortisle-
ri arastirilmakta ve bu goriismelerden elde edilen sonuglar dogrultusun-
da Tiirkiye turizmi i¢in bir model Onerilmektedir. Goriismeler kamu
kesiminde turizme yon verenler, turizm alaninda yetkin akademisyenler
ve Ozel sektor temsilcileri ile yapilmaktadir. Bu goriismelerden elde edi-
len sonuglarin analizi farkli kesimlerin Tiirkiye turizmine bakiglarini ve
Tiirkiye turizm politikalarindan beklentilerini ortaya koymaktadir. Go-
riisme sonuglarinin analizinin ardindan farkli gruplarin fikirlerini ve
Tiirkiye turizminin gelecegini kapsayan bir model 6nerilmektedir.

Tez calismasinin temel amaci, ge¢mis donemin verileri 1s1§1nda Tiirki-
ye Turizminin gelecegini yapilandiracak bir model olusturmaktir. Mo-
delde Tiirkiye turizminin niceliksel ve niteliksel gelisimi, siirdiiriilebilir
kalkinma ve siirdtiriilebilir turizm paradigmalari ile baglantili ele alinmaktadir.

Anahtar sozciikler: Ttirkiye Turizmi, Turizm Politikasi, Turizm, Tiirkiye,
Turizm Gelisimi

ABSTRACT

Former researches on Turkish tourism have generally claimed that tour-
ism in Turkey has dated back to 1962 when Tourism Bank was estab-
lished or to 1980s when economic policies in Turkey have changed and
liberal economic policies have begun, by disregarding the developments
of previous years. However, during the period beginning with the decla-
ration of new Republic in which quick developments in every field could
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have been regarded as the main characteristic of the era, tourism sector
had not been neglected and efforts had been made in order to develop
tourism in the country.

In the thesis, developments in tourism since the early years of the Re-
public are examined by scanning archives and are brought into light.
Development of tourism in Turkey is assessed in three parts: develop-
ments during the single party period, developments during the multi-
party system, and developments during the planned economy period.
Examining development of tourism by dividing it into two parts as be-
fore and after the planned economy period, which has usually been pre-
ferred in studies on tourism development in Turkey, is not chosen as a
method, since it cannot show the differences between the single party
period and the multi-party system era clearly. In the study, tourism poli-
cies during these three periods are examined in detail; impacts and re-
flections of three periods’ developments on tourism policies are evalu-
ated by archives research and literature review.

In the first chapters of the thesis Turkish tourism policies are examined
thoroughly, and in the last chapter, in order to suggest a model for Turk-
ish tourism, interviews are done with decision-makers and leading peo-
ple in Turkish tourism, and based on the results of interviews a model
for Turkish tourism is proposed. People with whom interviews are done
are selected among leading decision-makers in public sector, qualified
academicians in the field of tourism, and expert tourism professionals
from private sector. Analysis of the results acquired by the interviews
denotes different groups” perception of and expectations from Turkish
tourism policy. Following the analysis of the interviews results a model
proposal covering the opinions and views of different groups, a model
proposal involving the future of Turkish tourism is made.

The main aim of this study is to create a model based on the develop-
ments of the past in order to structure future development of Turkish
tourism. In the model, qualitative and quantitative developments of
Turkish tourism are evaluated in relation with paradigms of sustainable
development and sustainable tourism.

Key words: Turkish Tourism, Tourism Policy, Tourism, Turkey, Tourism
Development.
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Bu ¢alisma, otel isletmelerinde is goren ve yoneticiler agisindan yildirma eylem-
lerinin gergeklesme boyutlarinin ve bu tiir olaylarin is giicli verimliligine olan
etkilerinin saptanmasini ve ¢ikan sonuglarin insan kaynaklar: yonetimi agisin-
dan degerlendirilmesini amaglamaktadir. Yildirma, hem agikdr hem de gizli
bigimde olabilen, kisiler arasi bir saldirganlik bigimidir. Esasen siirekliligi ile
karakterize edilen yildirma eylemleri, hem kamu hem de 6zel birgok sektorde
goriilebilmektedir.

Arastirma kapsaminda bir anket hazirlanmis ve Antalya ilinin merkez ilge-
sindeki T.C. Kiiltiir ve Turizm Bakanlhiginca verilen turizm igletme belgesine
sahip konaklama isletmelerinde ¢alisan 510 personele arastirmaci tarafindan
uygulanmistir. Ankette, katilimcilarin demografik niteliklerine, yildirma eylem-
lerinin tespitine ve verimlilige iliskin boliimler olusturulmustur. Yildirma ey-
lemlerinin tespiti i¢in Leymann’in tipolojisi ve kriterleri baz alimustir. Anketle-
rin degerlendirilmesi sonucunda; LIPT (Leymann Inventory of Psychological
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Terrorization) oOlgiitlerine gore galisanlarin %39'unun yoneticilerince yapilan,
%35inin is arkadaslarinca yapilan ve %23'tiniin de astlarinca yapilan yildirma
eylemlerine maruz kaldiklar: ve genel bir degerlendirme olarak da personelin
%48’inin yildirma magduru olduklar1 anlagilmistir (sayilar yukariya yuvarlan-
magtir). Katilmailarin, anketin yildirma eylemlerinin tespitine iliskin boliimde
verdikleri cevaplar incelenerek en ¢ok ne siklikta hangi eylem ya da eylemlere
maruz kaldiklar: tespite ¢alisilmigtir. Ayrica, personelin yoneticilerinin, is arka-
daglarinin veya astlarinin yaptiklari yildirma eylemlerine maruz kalmalar1 yo-
niinde anlamli bir fark olup olmadig1 da Friedman ve Wilcoxon testleri ile ince-
lenmistir ve sonugta istatistiksel olarak anlamli farklar bulunmustur. Bu sonug-
lara gore, calisanlarin en ¢ok yoneticilerinin, daha sonra is arkadaslarinin yap-
tiklar1 yildirma eylemlerine maruz kaldiklar1 anlasilmistir. Ayni sonuglara gore,
yoneticilerin de astlarinin yaptiklar1 yildirma eylemlerine maruz kaldiklar1 or-
taya cikmustir.

Ankete katilanlarin demografik nitelikleri ile yi1ldirma eylemlerine maruz kal-
malar1 yoniinde bir iliski olup olmadigi da tespite ¢alisilmis ve bu amagla
Kruskal-Wallis H testi ve Mann-Whitney U testi uygulanmistir. Katilimcilara
ait, ankette belirtilen ve katiimecilarin yildirma eylemlerine maruz kalmalari
yoniinden incelenen dokuz demografik nitelikten cinsiyet hari¢ sekizinde ista-
tistiksel olarak anlamli farklar ¢ikmugtir.

Daha sonra, yildirma eylemlerinin verimlilige etkileri incelenmis ve bu bag-
lamda, yildirma eylemlerine maruz kalan gruptaki katihimcilar ile yildirma ey-
lemlerine maruz kalmayan gruptaki katilimcilarin verimlilikle ilgili sorulara
verdikleri “evet” ve “hayir” cevaplar ki-kare testi ile incelenmistir. On sekiz
oneriden altisinda gruplarin cevaplari arasinda istatistiksel olarak anlaml bir
farka rastlanmamus, geri kalan on iki Oneride ise yildirma magdurlarinin aley-
hinde istatistiksel olarak anlaml farklar ¢iktig1 goriilmiistiir.

Aragtirma sonunda, elde edilen bulgulardan yola ¢ikarak yildirma eylemleri-
nin verimlilige etkisi ve insan kaynaklar1 yonetimi agisindan degerlendirilmesi-
ne yonelik sonuglar ortaya konmustur. Yildirma eylemlerini ortadan kaldirma-
ya veya en azindan olumsuz etkilerini en aza indirmeye yonelik insan kaynak-
lar1 yonetimlerinin uygulamaya koyabilecekleri oneriler gelistirilmistir.

Anahtar sézciikler: Yildirma, Zorbalik, Verimlilik, LIPT, Insan Kaynaklar1 Yo-
netimi
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ABSTRACT

This study aims to reveal the impact of mobbing activities on the efficiency of
tourism workers and to evaluate the results found through the study’s research
process in view of human resource management. Mobbing is a form of interper-
sonal aggression that can be both flagrant and subtle, but is mainly character-
ized by its persistency. A questionnaire was prepared within the research and
exercised with 510 people working in accommodation establishments that have
“tourism establishment certificate”, which is issued by the Ministry of Culture
and Tourism, in the center district of Antalya by the author. There have been
three sections in the questionnaire in order to see demographic qualifications of
respondents, their exposure to mobbing and its impacts on their efficiency.
Leymann’s typology and criteria was based for mobbing determination. After
the evaluation of data, it was found that 39% of the personnel were mobbed by
their superiors, 35% of the personnel were mobbed by their colleagues, 23% of
the personnel were mobbed by their subordinates; and, overall 48% of the per-
sonnel were mobbed according to LIPT (Leymann Inventory of Psychological
Terrorization) criteria for the last six months (percentages rounded up). Besides,
Friedman and Wilcoxon tests were performed to see whether there was a statis-
tically significant difference between the personnel’s exposure to mobbing by
their superiors, colleagues or subordinates; and, statistically significant differ-
ences were found. The results show that the personnel were mostly mobbed by
their superiors, and then their colleagues. Moreover, it was found out that the
superiors were mobbed by their subordinates, too.

Kruskal-Wallis H test and Mann Whitney U test were applied in order to see
if there was a statistically significant difference between participants” different
demographic characteristics and their exposure to mobbing. Except gender, in
eight out of nine demographic qualifications, statistically significant differences
were observed.

In order to see the impact of mobbing activities on the efficiency of the per-
sonnel, participants were divided into two different groups: “being mobbed”
and “not being mobbed”. Thereafter, the “yes-no” answers of these two groups
for the questions about their efficiency were compared by using Pearson’s chi-
square test. There was no statistically significant difference in six out of eighteen
suggestions; but, there was statistically significant difference in the rest twelve
suggestions against the mobbed personnel.

Finally, there have been some remarks about the impact of mobbing activities
on the efficiency of personnel in view of human resources management by us-

ing the study’s findings; and also, some suggestions were made for clearing
away mobbing at work or minimizing its destructive effects at least.

Key words: Mobbing, Bullying, Efficiency, LIPT, Human Resources Manage-
ment.
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Glintimiizde isletmeler arasinda artan yogun rekabet, ¢esitlenen hizmetler, yeni
miisteriler kazanma istegi ve yiiksek kalite beklentileri gibi alanlarda otel islet-
melerinin mevcut pazar yapisini koruyabilmesi ve potansiyel pazarlardan pay
alabilmesi icin, isgiiciinden etkin bir sekilde yararlanmasi gerekmektedir. Otel
isletmeleri, isgiiciinden etkin bir sekilde faydalanabilmek i¢in birtakim ¢alisma-
lar yapmaktadir. Bu calismalarin baslicalar ise; performans degerlendirme ve
hizmet i¢i egitim faaliyetleridir.

Otel isletmelerinde performans degerlendirme caligmalar: ile, isgorenlerin
mevcut performans durumlan belirlenmekle birlikte, performans degerlendir-
me sonuglarina gore isgorenlerin hizmet ici egitim gereksinimlerinin belirlen-
mesi de saglanmaktadir. Otel isletmelerinde performans degerlendirme calis-
malariyla baglantili olarak yiiriitillen hizmet i¢i egitim faaliyetleriyle ise,
isgorenlerin is ile ilgili eksiklikleri giderilmekte, isgdrenin performansinin artti-
rilmasinda gerekli olan bilgi, beceri, tutum ve davraniglar kazandirilmaktadir.
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Bu calisma ii¢ bolimden olusmaktadir. Birinci boliimde; otel isletmelerinin
tanimi, Ozellikleri ve otel isletmelerinde performans degerlendirme hakkinda
bilgilere yer verilmekte, ikinci boliimde; otel isletmelerinde hizmet i¢i egitim
faaliyetleri ve uygulanmasina iliskin bilgiler sunulmakta ve tiglincii boliimde
ise; otel isletmelerinde performans degerlendirme sonuglarinin hizmet ici egitim
faaliyetlerinde kullanilmasini belirlemeye yonelik yapilan bir arastirma ve bu
arastirmanin sonuglar1 yer almaktadir.

Anahtar sozciikler: Performans Degerlendirme, Hizmet ici Egitim, Isgoren,
Otel Isletmeleri, Verimlilik

ABSTRACT

Nowadays hotel administratings need to profit from the productive power in
active ways for protecting the state of extant marketing and taking parts of
potential marketing in the ways of increasing intensive competition between the
administratings, the kinds of services, to request having new purchasers and
high quality expectations. The hotel administratings make some workings to
profit from productive power in active ways. The basic workings are perform-
ance evaluations and on — the - job trainings.

The employees’ performances are determined together with working per-
formance evaluations at the hotel administratings. According to the results of
performance evaluations, necessities of employees on — the - job training are
determined. Deficiencies about the employees’ job are eradicated and at the
same time the employees’ knowledges, talents, attitudes and behaviours are
gained for increasing the workers’ performances by working performance
evoluations with applying on — the - job trainings at the hotel administratings .

This study is formed by three parts. The first part includes; definition of hotel
administrating, their properties and performance evaluations at hotel adminis-
tratings. The second part includes; on - the - job training and the knowledge of
how to put them into practice. The third part includes; a research that was made
of to determine the usage of the performance evaluation results in the activities
on — the - job training in hotel administratings.

Key words: Performance Evaluation, On-The-Job Training, Employee,
Hospitality Industry, Productivity
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Ekoturizm kavramim tanimlamak i¢in doga seyahatleri, doga tabanh turizm ve
ozel ilgi turizmi gibi bircok terim kullanilmaktadir. Uzerinde anlagilmis ortak
bir tanim bulunmamakla birlikte, Uluslararas1 Ekoturizm Dernegi'nin 1991’de
yaptig1 tanim ortak payda olarak kabul edilmektedir. Bu tanima gore
ekoturizm, dogal alanlara yapilan, ¢evreyi koruma ve yerel halkin refahin de-
vaml kilma sorumlulugu tasiyan tatil/seyahattir.

Calisma ile bolgenin mevcut ekoturizm potansiyeli ortaya konulmustur. Ay-
rica bolgede yasanan turizm hareketleriyle ilgili olarak uygulamada goriilen
sorunlar tespit edilmistir. Bu baglamda bolgede kirsal kalkinmanin saglanabil-
mesi i¢in ekoturizmden daha fazla yararlanma olanaklar1 arastirilmistir. Buna
iligkin olarak cesitli senaryolar gelistirilerek gelecege yonelik siirdiiriilebilir
ekoturizm alternatifi tizerinde durulmustur.

Arastirma bolgesi olarak Trakya bolgesi segilmistir. Tekirdag ilinin kuzey do-
gusunda yer alan Saray ilgesi ile Kirklareli ilinde bulunan dag koyleri temel
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alinmigtir. Arastirma alani ekoturizm potansiyeli bulunan bolge ile smirlandi-
rilmugtir.

Bolge basta longoz ormanlari olmak {izere biogesitlilik agisindan oldukga zen-
gin olup ekoturizm agisindan 6nemli bir potansiyele sahiptir. Kum zambag;,
niliifer vb. bazi endemik tiirler bélgenin kirilgan bir yap1 gostermesine neden
olmaktadir. Bu nedenle bolgede yapilan ekoturizm aktivitelerinin siirdiiriilebilir
olmasi oldukg¢a 6nemlidir.

Sahaya dayali kalitatif verilerin degerlendirilmesinde yaygin olarak SWOT
analizi uygulanmaktadir. Toplanan bilgiler SWOT analizi yapilarak bolgenin
ekoturizm agisindan potansiyeli giiclii, zayif, firsatlar ve tehditler agisindan
degerlendirilerek analiz edilmistir. SWOT analizi ile Istranca bolgesinde
ekoturizm agisindan mevcut durum ve olasi gelismeler i¢in degerlendirmeler
yapilmis ve mevcut verilerin sentezi yapilmistir.

SWOT analizi ile olugturulan matris bolgeye iligkin yargilarin bir sistem igeri-
sinde degerlendirilmesine katki saglamistir. Amag, bolgede siirdiiriilebilir
ekoturizm olanaklarini ortaya koymak ve bunun gergeklestirilebilmesi i¢in iz-
lenmesi gereken yol ve yontemlerin belirlenmesidir. Ayrica bolgeye iliskin lite-
ratiir bilgilerinden yararlanilarak boélgenin giiglii ve zayif yanlar: ortaya konul-
mustur.

Anahtar sozciikler: Ekoturizm, Suirdiirtilebilirlik, Kirsal Kalkinma, Istranca,
Longoz

ABSTRACT

Istanbul influences Thrace Region in many ways with reference to social and
economic factors. Thrace Region is visited very often for having vacation at the
seasides especially at weekends.

Sand lily, Water lily and some other endemic species cause a fragile structure
in the region. Therefore ecotourism activities should be sustainable. Sustainable
uses of natural resources are of critical importance due to the fact that next gen-
erations will needed natural resources. For this reason use-protection balance
should be taken into consideration in each stage of ecotourism studies. Resource
use level should not be above the carrying capacity of the region.

Income levels of the farmers living in the villages in the Istranca Mountains
are rather low. The people of the region make their living by cutting timber of
the forests, honey production, fishing, animal raising and crop production.



092 IV. Lisansustii Turizm Ogrencileri Aragtirma Kongresi

Some of the products produced are sold to the visitors who come to the region
for vacation.

The people of the region should be trained on the subjects such as operating a
pension, restaurant and hotel management, etc. in order to develop ecotourism
activities. The traditional activities like ‘water buffalo yoghurt’ production, fish-
ing, apiculture and others should be encouraged by giving priority to those
activities.

Besides endemic plant species grown in the region should be motivated so as
to develop ecotourism. In this connection, collaboration of local administrators
with the people of the region is of great importance.

Supporting programs should be implemented on the field of ecotourism in
the region. Training programs can be executed with a team of experts on ecot-
ourism within nearby universities.

Key words: Ecoturism, Sustainability, Rural Development, Istranca, Wetlands.
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Turizmin, gerek gelismis gerekse gelismekte olan {iilkelerde yasam kalitesinin
artmasi, ¢alisma sartlarinin rahatlamasi, bos zamanin artmas: gibi nedenlerle,
diger sektorlere oranla daha hizli gelisen bir sektor konumuna geldigi goriil-
mektedir. Ulkeler turizm sektoriinii bazi iistiinliiklerinden dolay1 kalkinmada
itici gii¢ olarak algilamakta ve gelecek yillarda daha dengeli ve saglikli gelisimi
i¢in onemli Ol¢lide ¢caba harcamaktadirlar. Ancak bir tilkede turizm sektoriinde
bagarili olabilmek ve uluslararas: diizeyde daha fazla pay alabilmek igin o iilke-
nin temel saglik hizmetlerinin yiiksek standartlarda olmasimnin yam sira turizm
boyutuyla ilgili saglik sorunlarinin da belirlenerek ¢6ziim yollarin aranmasi
ve onemlerinin alinmasi gerekmektedir. Tatil sirasinda ortaya ¢ikan bir saghk
riski ya da sorunu, turistlerin yasam ya da tatil kalitesini kisa ya da uzun dé-
nemli olarak dogrudan etkileyebildigi g6z 6niinde bulunduruldugunda, turizm
ve saglik sektorleri iliskisi daha iyi bir sekilde ortaya konabilecektir.
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Diinya Turizm Orgiitii'niin (WTO) 1999 yilinda Santiago Sili’de yapilan genel
kurul toplantisinda; dinlenme hakkinin insan mutlulugu igin gerekli temel bir
insan hakki oldugu, turizmin ise insan sagligina hizmet eden baglica gereksinim
oldugu 6ngériilmiistiir. Bu durum, Diinya Saghk Orgiitii'niin (WHO) yaptig
saglik tanimiyla daha iyi anlasilacaktir. Buna gore saglik, insanin yalnizca hasta
ve sakat olmayisi degil; insanin bedenen, ruhen ve sosyal yonden tam bir iyilik
halidir. Diinyada en ¢ok turist gonderen gelismis iilkelerde, turist kabul eden
iilkeler saglikli-sagliksiz, giivenli-giivensiz {ilkeler seklinde smiflandirilarak
bolge/yore seciminde énemli bir unsur olarak goriilmektedir. Ayrica turist ka-
bul eden tilke acisindan fiyat indiriminde de baski unsuru olabilmektedir. Tu-
rist sagliginin, bir lilkenin dis diinyaya yansiyan saghk ve giivenlik kalitesinin
gostergesi oldugu soylenebilir (Giiler 1995).

Bu nedenle, turist saghg1 ve glivenligi ve bunun i¢in olusturulan sartlarin ye-
terliligi, standartlarin yiiksekligi rekabet giiclinii artiran en 6nemli faktorler
arasinda yer almaktadur.

Turizm saghgy; turist saghgi, calisanlarin sagligi, cevre ve toplum sagligr (ek
olarak sigorta veya turist saglig: icinde de degerlendirilebilir) olarak simiflandi-
rilabilir. Bu ¢alisma, turist saglig tizerinde yogunlasacaktir ve amaci iki boltiim-
den olusturmaktadir: 1) Tiirkiye'yi ziyaret eden yabanci turistlerin ne tiir saghik
sorunlar ile karsilastiklarini arastirmak ve nedenlerini ortaya koymak; ve 2)
Turist saghg: ile ilgili sorunlar1 siniflandirarak bu sorunlari; turistler, saglik
kuruluslari, turizm isletmeleri ile iilke ve yerel yonetim kuruluslar1 agisindan
degerlendirmektir. Bu amag cercevesinde gerekli verilere ulagsabilmek i¢in mii-
lakat (turizm tesisleri yoneticileri, turistler, saglk gorevlileri vb) ve arsiv tara-
masi1 (hasta kayitlari, gazete-TV haberleri vb) yontemleri kullanilacaktir. Bu
¢alismanin sonucunda elde edilen bilgiler 1s181nda turistlere, turizm isletmeleri-
ne, saglik kuruluslarina ve konuyla dogrudan ya da dolayli ilgisi bulunan mer-
kezi otoritelere doniik bazi 6nerilerin yapilmasi beklenmektedir.

Anahtar sozciikler: Turist Saghgi, Saghk Riski, Turizmde Saglik, Saghik ve Gii-
venlik

ABSTRACT

It is obvious that tourism is considered as one of the most rapidly developing
sectors for reasons such as the rise of life standards in both developed and de-
veloping countries, people’s having more free time and better working condi-
tions. Since the tourism industry has certain advantages over other industries, it
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is regarded as the supporting force for development and more effort is made to
make sure that it develops smoothly and in a balanced way in the coming years.
However, in order to be successful in the tourism industry and to have more
share of the international market, it is essential for a country not only to have
high standards of health services but also to determine the problems as well as
finding out solutions for the health problems concerning tourism. The correla-
tion between tourism and health can be revealed much better when we consider
that any health problem that occurs during a vacation could affect the quality of
this vacation significantly both in the short and long term.

During the general meeting of World Tourism Organisation (WTO) in Santi-
ago, Chile, it was maintained that resting is a basic human right and tourism is a
major necessity helping human health. This is better understood in a definition
by the World Health Organization (WHO). According to this definition, health
is not only being ill or handicapped but also a state of being socially healthy. In
countries where people go on vacations frequently, other countries which accept
tourists are categorized as healthy — unhealthy, secure — insecure. Therefore, this
is a determining factor while choosing a destination. This could be used as a
price reducing pressure by the tourist attracting countries. The tourist health
could be considered as an indication of safety quality for the outside world.
That is why such terms as the tourist health and safety, the adequacy of condi-
tions, the height of standards are among the most important factors making a
country more competitive in international tourism.

The tourism health can be categorized under main titles such as tourist health,
staff health, environment, and social health. This study focuses on the tourist
health with the following two objectives: 1) to find out what kind of health
problems tourists visiting Turkey have, and 2) to classify the relevant problems
and to evaluate them in terms of tourists, health institutions, tourism busi-
nesses, and local and national authorities. In this respect, the study will include
making use of the interviews with authorities, tourists, health officials, archive
scanning through the patient registrations, and newspapers as well as TV chan-
nels. Through the results which will be derived from this particular study, some
suggestions will be listed to the authorities of tourism facilities, health institu-
tions and whomever this study can be beneficial.

Key words: Tourist Health, Health Risk, Health in Tourism, Health and
Security
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Son yillarda, yogun is temposunda insanlarin zamanlarinin énemli bir boliimii-
nii isyerinde gegiriyor olmasi, uzun caligma saatleri, erkek baskin isgiiciine kati-
lan kadin oraninin yiikselmesi is ortaminda ¢alisanlar arasinda baslayan duygu-
sal iligkilere doniisen yakinlasmalarin sikligini arttirmaktadir. Her ne kadar
romantik iliski olusumu ¢alisanlar arasi bir artis gosterse de bu konu, diger kisi-
lerden uzak gizli alanlarda konusulan bir tabu 6zelligini korumaktadir.

i§yerinde romantik iligkilerle ilgili arastirma yapmak, arastirmacilar icin iki
sebepten Gtiirii 6nemli olmaktadir. Birincisi, drgiitsel yapilarda romantik iliski-
lerin varlig bilindigi zaman yapilan isin ilerleyisinin bireyler, gruplar ve orgiit-
ler tarafindan etkilenebilmesi, ikincisi ise, orgiitlerde yasanan romantik iligkile-
rin diger orgiit iliskilerinden farklilik gostermesi arastirmacilarin dikkatini gek-
mektedir.
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Sosyal psikoloji arastirmacilari, isyerinde yasanan romantik iliskileri tanim-
lamus ve bu tiir iligkilerin taraflarda, bireylerde ve 6rgiit yapilarinda ne tiir etki-
leri oldugunu aragtirmiglardir. Isyerinde romantik iligkiler (isyeri romantizmi
ya da Orgiitsel romantizm), ayni orgiitte calisan, karsilikl: fiziksel ¢ekimle basla-
yan ve diger is arkadaslar1 ya da yoneticiler tarafindan da aralarindaki cinsel-
romantik ilginin gozlenebildigi iki birey (calisan-calisan, ¢alisan-ydnetici, yone-
tici-yOnetici) arasindaki romantik iligki olarak tanimlanmaktadir.

Tez calismasimin amaci, isyerinde duygularin oynadig: roller iginde yer alan
romantik iligkileri, calisanlarin algilamalar1 ve degerlendirmeleri ile kavramsal-
lagtirmaktir. Diger taraftan da romantik iliski igindeki bireylerin isyeri roman-
tizmine yonelmelerinde olusturduklar: giidii olusumlarini, romantik iligki igin-
deki taraflarin davranis degisikliklerini, bu tiir iligkilerin orgiit iizerinde yaptig1
olumlu ve olumsuz etkilerini belirlemek ve isyeri romantizmine karsi alinan
yonetsel onlemleri degerlendirmektir. Ayrica sosyal bir etkilesim iginde bulu-
nan ¢alisanlarin isyerinde yasanan romantik iliskilere kars1 bireysel tepkileri ile
birlikte isyerinde romantik iliskiler bir biitiin olarak ele alinmaktadur.

Tez calismasi kapsaminda ask olusumunu tetikleyen etmenler ve cekicilik,
ask kuramlari, isyerinde romantik iliskilerin onciilleri, dinamikleri ve sonuglari
iizerine literatiir taramasi yapilmigtir. Literatiir taramasi ile elde edilen bulgular
cercevesinde tezin birinci ve ikinci boliimiinde isyerinde romantik iliskilerle
ilgili agtklamalara yer verilmistir.

Tez galismasi gercevesinde, Antalya Lara-Kundu 14 adet bes yildizli konak-
lama isletmelerinde gorev yapan 252 calisana (miidiir, sef, alt kademe ¢alisam)
anket uygulanmistir. Uygulanan anket ile konaklama sektorii ¢alisanlarmnin
isyerinde yasanan romantik iligkiler iizerine algilamalari, romantik iliskilere
kars1 ne tiir yonetsel onlemlerin alindigy, iligki icindeki taraflarda goriilen dav-
ranis degisikliklerinin ve bu tiir iligkilerin Orgiit {izerine etkilerinin belirlenmesi
amaclanmaktadir.

Arastirma bulgular1 1s1§1nda tez ¢alismasinin literatiire, liberal egilimlerin go-
rildigi fakat geleneksel yapidan da tam olarak kurtulamamais Tiirk konaklama
isletmelerinde yasanan romantik iliskilerin, hem iligkiyi yasayan taraflar hem
calisanlar hem de Orgiitiin tizerinde etkisi olmasi ve bu iliskilere ¢alisanlarin
yaklagimlar: ve degerleri anlaminda katki sagladig: ileri siiriilebilmektedir. Ay-
rica, romantik iligkilere karsi ¢alisanlarin algilamalar1 ve yonetim miidahaleleri
ile ilgili bulgulara yer verilmistir.
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Anahtar sozciikler: Isyerinde Romantik liskiler, Isyeri Romantizmi, Calisan Al-
gilamalar1

ABSTRACT

Recently, passing a considerably important time in the workplace, long working
hours and increasing participation of women in man-dominant labor rise the
frequency of romantic relationships in the workplace. No matter how much it is
seen more commonly among the employees, this concept still keeps the feature
of being a taboo and spoken in remote secret areas far from the other people.

Romantic relationships in organizational settings are worth talking about by
scholars for two reasons. First, romantic relationships in organizational settings
may affect the work done by individuals, groups and organizations. Second,
romantic relationships differ from other kinds of relationships in organizational
settings that have received scholarly attention.

Many social psychology researchers defined romantic relationships at work
and researched the impacts of these relationships on partners, individuals and
organizational settings. Workplace romance is currently defined as any hetero-
sexual relationship between two members of the same organization that entails
mutual sexual attraction.

The aim of this study is to conceptualize the romantic relationships, one of the
roles of workplace emotions, with the employees’ perceptions and evaluations.
It also aims to determine the motives which the individuals in romantic rela-
tionships perceive while experiencing workplace romance, the behavioral
changes of those in a romantic relationships, positive and negative effects of
such relationships on the organization and to evaluate managerial interventions
in workplace romance. Besides, individual reactions of employees in a social
interaction against workplace romance are presented as a whole together with
romantic relationships at workplace.

A literature overview has been carried out on factors triggering the formation
of love and attractiveness, theories of romance, antecedents, dynamics and re-
sults of romantic relationships at workplace in the scope of the thesis. In the
frame of the findings obtained through the literature study some explanations
regarding romance at workplace were made in the first and second chapters of
the thesis.
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In the study, a questionnaire was conducted on 252 employees (managers,
supervisors, and coworkers) working in 14 five star hotels in Lara-Kundu Re-
gion Antalya. Using this questionnaire it is aimed to determine the perceptions
of accommodation sector employees of romantic relationships on workplace
romance, managerial interventions, behavioral changes and the effects of such
relationships on the organization.

In the light of the findings, the existence of an organizational structure, where
some liberal tendencies are observed, which still has a traditional nature, is
specified; and it has been shown that romantic relationships have effects on
both those having the relationship and the other employees and also on the
organization itself. Also, some findings were revealed as to the perceptions of
employees on romantic relationships and managerial interventions.

Key words: Romantic Relationships in the Workplace, Workplace Romance,
Perceptions of Employees.
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Son yillarda gelisen teknoloji, degisen insan ihtiyaglar1 yasam standartlarimizi
farklilagtirmaktadir. Onceki yillarda daha basit yontemler ile yaptigimiz isleri
artik daha karmasik fakat daha rahat ve alternatifi fazla metotlar ile gercekles-
tirmekteyiz. Bu degisim ve gelisim giinliik yasamimizi, ig diinyasmin isleyisini
ciddi anlamda etkilemektedir.

Teknolojinin bizlere sundugu bu gelisim araglarindan en 6nemlisi internet e-
risgimidir. Internetin hizli gelisimi, is diinyasinda yer alan tiim sektorleri de ciddi
boyutta etkilemektedir. Gerek iiriin gerekse hizmet pazarlamasinda tercih edi-
len internet, kamu sektoriinden 06zel sektore kadar bircok alanda kullanima
acgiktir. Artik her sektorde, her alanda kullanilan internet teknolojisi ile yapilan
iglerin maliyeti azaltilarak, hiz, rahatlik, kolaylik, zaman gibi avantajlar 6n plana
¢ikmaktadir. Tamitim-Pazarlama-Satis gibi hizmetlerin internet ortaminda miis-
terilere sunulabilmesi, hem isletmeler hem de miisteriler tarafindan olduk¢a
tercih edilen bir yontem olma 6zelligi kazanmustir. Her iki kesim iginde gesitli

Yiiksek Lisans Tezleri 1001

avantajlar saglayan elektronik pazarlama uygulamalari ile is akisinin kolaylas-
mas1, zaman kazanimi, yiiksek kar elde etme gibi olumlu sonugclar elde edile-
bilmektedir. Ortaya ¢ikan bu avantajlar neticesinde, internet kullaniminin artti-
rilmasi, elektronik pazarlama uygulamalarinin islevselliginin gelistirilmesi sag-
lanabilmektedir. Ozellikle son yillarda turizm sektdriinde de kullanimi hizla
artan internet, zamanin sartlarindan geri kalmamay: diinya standartlarini yaka-
lamay1 ve yasami kolaylastirmay1 dngormektedir.

Bu calismanin inceleme konusu, seyahat isletmelerinde elektronik pazarlama
uygulamalarmi kapsamaktadir. Konu derinlemesine incelendiginde, bilisim
teknolojisinin 6nemli bir araci olan internet erisim aginin bireysel ve sektorel
bakimdan kullanim alanlarn ile kargilasilan avantajlar ve dezavantajlar ele alin-
mustir. Izleyen boliimde geleneksel pazarlama yaklagimlarindan elektronik pa-
zarlama uygulamalarina gegisi gerekli kilan nedenler ve hizmet sektoriiniin
onemli bir parcasini olugturan seyahat igletmelerinde elektronik pazarlama uy-
gulamalariin kullaniminin sosyal ve ekonomik yasama olan etkileri incelen-
mistir.

Ayrica, seyahat isletmelerinin pazarlama yontemleri, gerceklestirdikleri elekt-
ronik pazarlama uygulamalarina katilim sekilleri, amaglari, yontemleri ve elde
ettikleri sonuglar agiklanmistir. Bu bakimdan, incelemeye konu olan elektronik
pazarlama uygulamalarinin ge¢misten giiniimiize gelisimi, tercih edilme neden-
leri, avantajlar1 — dezavantajlar1 ve turizm sektoriinde internet kullanimi ile
elektronik pazarlama uygulamalari, Antalya ilinde faaliyet gosteren “A Grubu
Seyahat Acenteleri” biinyesindeki isletmeler de gorgiil olarak sinanmuistir.

Anahtar sézciikler: Internet, Teknoloji, Pazarlama, Turizm, Elektronik Pazarlama

ABSTRACT

Recently, advanced technology, changing human needs make our life standard
dissimilar. We have been achieving the works more complicated but easier with
different methods that we did with simple techniques in the past. With this
transformation and development, daily life and work life has been changing
seriously.

The most important object supplied to us by technology is internet. Rapid
progress of internet influences all sectors that take part in business world. The
internet, favored in either product or in service marketing is open for usage
from public sector to private sector. Now, with internet which is used in all ar-
eas, costs are decreased, advantages such as speed, comfortableness, ease, tim-
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ing come to of front in all industries. Introduction, marketing and selling for
services via internet is an important method not only for customers but also
companies. Activities of electronic marketing which provide various advantages
to both side deal with positive results such as making easy of business, saving
time, having high profit. As the result, these advantages increase using internet
and progress of electronic marketing’s function have been provided. The inter-
net, which is spreading in tourism industry very fast lately, requires not staying
back of the present time, to catch to make it easier life standards, and making
easier.

Subject of searchment for this investigation, has been based on practice of
travel agencies about electronic marketing.When the topic is researched deeply,
advantages and disadvantages of using internet individually and in profit sec-
tors have been investigated. On the following chapter, necessary reasons of the
change traditional marketing methods to electronic marketing methods and
effects of using electronic marketing in travel agencies, which are so important
part of service sector, to social and economical life have been searched.

In addition, marketing methods of travel agencies, electronic marketing prac-
tice verified, aims, methods and results have been examined. Therein, progress
of electronic marketing since the past, reasons of preference advantages and
disadvantages and using internet technology in tourism with electronic market-
ing applications will be searched around “A Class Travel Agencies” which are
operating in Antalya Region.

Key words: Internet, Technology, Marketing, Tourism, E-Marketing
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0z
Glintimiizde diinyanin en biiyiik hizmet endjiistrisi haline gelen turizm, hem

biiyiik bir pazar hem de ekonomik, sosyal, kiiltiirel, cevresel ve politik etkileri
sebebiyle onemli bir sektordiir.

[lk siralarda gelen turizm merkezlerinin baz1 ortak noktalar1 bulunmaktadir;
sahip olduklar1 dogal glizellikler, kiiltiirel miraslar, yapisal varliklar gibi.

Glintimiizde artik kentler turistlerin ilgisini ¢ekebilmek i¢in birbirleriyle yari-
sir hale gelmislerdir. Bunun sonucunda kiiltiirel, tarihsel ve dogal manzara gibi
ozelliklerine ek ¢ekicilikler katmay1 amaglamaktadirlar. Mimariye duyulan ilgi
baz1 turistlerin seyahat tercihlerini etkilemektedir ve bu baglamda karsimiza
¢ikan yapilar mimarhik ikonlaridir. Mimarlik ikonu olan yapilarla donanmis
olan sehirlere turistlerin ilgisi fazla oldugundan tilkeler iinlii mimarlarin tasar-
lad1g1 ¢agdas mimarlik ikonlarmin ¢ekiciliginden faydalanma yoluna gitmekte-
dirler. Diinya turizm istatistiklerine bakildiginda mimarlik ikonlarinin kentlerin
turizm cekiciliklerini artirmada 6nemli pay1 oldugu gozlenmektedir.
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Bu ¢alismada oncelikle turizm sektoriiyle ilgili cesitli kavramlar arastirilmis,
turizm gekicilikleri konusunda yogunlagilmigtir. Tkon kavrami {izerinde durul-
mus, mimarlik ikonlar: arastirilmis; cagdas ve siireg igerisinde ikonlasan yapila-
ra Ornekler verilmistir.

Turizm destinasyonu olarak 6ne ¢ikan tilkelerin turizm gelisimleri incelenmis,
bu tlkelerdeki mimarlik ikonlar1 ele alinmis, bulunduklar1 kentlerin turizmine
katkilar1 sayisal veriler ve tilkelerin turizm gelisimleri baglaminda incelenmistir.

Anahtar sozciikler: Turizm, Turizm Cekicilikleri, Turizm Politikasi, ikon, Mi-
marlik ikonlart

ABSTRACT

Tourism, which has nowadays become the biggest service industry of the world,
is both a big market and an important sector because of its economic, social,
cultural, environmental and political effects.

Important tourist centers have some common features, such as their natural
beauty, cultural heritage and structures.

Today, cities compete with each other in order to attract the attention of tour-
ists. Therefore, they aim to add some further attractions to their cultural and
historical features and natural scenery. The interest in architecture affects the
travel choices of some tourists and in this respect, icons of architecture are of
great importance. Since tourists have a lot of interest in cities with structures
which are icons of architecture, countries try to take advantage of the attraction
of modern icons of architecture designed by famous architects. According to the
world tourism statistics, icons of architecture play a significant role in increasing
the attractiveness of the cities as tourist centers.

Firstly, in this study, various concepts related to tourism sector have been ex-
plained, and the subject of tourist attractions has been intensively dealt with.

The concept of ‘icon’ has been handled, icons of architecture have been re-
searched and examples have been given to both modern icons and the struc-
tures which have become icons in time.

The countries which are important tourist destinations have been studied in
terms of their progress in the sector, architectural icons in these countries have
been handled and their contribution to the cities they are situated in has been



Yiiksek Lisans Tezleri 1005

analyzed within the framework of numerical data and the progress of the coun-
tries in tourism area.

Key words: Tourism, Tourist Attractions, Tourism Policy, Icon, Icons of Archi-
tecture
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Turizm; bolgesel, ulusal ve uluslararas: diizeyde is hacmini gelistiren, gelir ya-
ratan, doviz girdisi saglayan, isttihdam alanlar1 acan, sosyal ve kiiltiirel hayati
etkileyen, insan iligkilerinin yogun olarak yasandigi bundan dolay: da yiiz ytize
iletisimin unsurlar1 olan psikolojik, sosyal ve insani degerlerin biiyiik 6nem arz
ettigi bir sektordiir.

Tur operatorleri, turizm sektorii icerisinde faaliyet gosteren, olusturdugu pa-
ket tur organizasyonlar1 sayesinde arzi sunan, konaklama isletmeleri, ulastirma
igsletmeleri vb. ile talebi olusturan miisteriler arasinda koprii niteligi tasiyan
turizm igletmeleridir.

Tur operatorleri, genel olarak, turist igin hazir paket bir tatil tiriiniinti olug-
turmak amaciyla konaklama, ulastirma vb. hizmetleri diger yan hizmetlerle bir
araya getirip; anlasmalar yapan ve bu hizmeti brosiir yardimu ile turistlere pa-
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zarlayan turizm isletmeleridir. Tur operatorleri, potansiyel turistler icin her gesit
tur diizenleyen isletmelerdir.

Paket tur organizasyonlari, tur operatorlerinin, belirli tatil yoreleri ya da mer-
kezlerindeki degisik iiretici isletmelerin ve bu yorelerle baglant1 saglayan islet-
melerin tatil tiriinlerini bir araya getirilmesiyle olusan ve miigterilere tek bir
fiyata tek bir iirlin olarak satilan iiriin birlesimidir. Bu iiriinler, insanlarin smnir-
siz olan isteklerini karsilamak amaciyla bir araya getirilmis bir hizmet grubu-
dur. Onemli olan, iiriiniin miisterilerin gereksinimlerini karsilama diizeyidir.
Miisterilerin gereksinimlerini karsilamadaki temel faktor, miisteriye kaliteli
hizmet sunulmasidir. Bir hizmetin kaliteli olup olmadig1 da, o hizmeti alan
miisteriyi doyuma ulastirmasi ile dogru orantilidir.

Glintimiizde gerek rekabet kosullar1 gerekse isletmelerin faaliyetlerinin de-
vamlilig1 icin, paket turu olusturan tiim 6gelerin kaliteli hizmet sunmalar1 ge-
reklidir. Bu dogrultuda 6nemli olan, miisterilerin siirekli degisen beklentilerinin
saptanip onlara en kaliteli hizmetin verilmesi, dolayisiyla miisteri memnuniye-
tinin saglanmasidir.

Miisteri tatmini, isletmeler agisindan her zaman tizerinde en ¢ok durulmasi
gereken konu olmustur. Miisteri her zaman beklentilerinin karsilanmasinu ister.
Aksi takdirde tatminsizlik meydana gelir. Miisteri agisindan algilanan hizmet,
bekledigi hizmetin ne kadar iizerinde olursa miisteri tatmini o derecede {ist
diizeyde olacaktir. Turizm endiistrisinde yasanan gelismeler sonucu miisteri
tatmininin 6onemi giderek artmistir.

Insanlar, bir paket tur organizasyonuna, dinlenmek, eglenmek, gezip gormek,
kiiltiirtinti arttirmak, yeni insanlarla tanismak vb. amaclarla katilirlar. Katildik-
lar1 paket tur organizasyonunda en iyi hizmeti almay1 beklerler. Bundan dolay1,
paket tur organizasyonlarinda, isletme agisindan miisteri tatmini, miisteri agi-
sindan da hizmet kalitesi biiyiik énem tasimaktadir.

Bu calisma, {i¢ boliimden olusmaktadir. Birinci boliimde; genel olarak, seya-
hat organizasyonlarmin turizm sektoriindeki yeri ve 6énemi, tur operatorliigii,
paket tur organizasyonlar1 ve paket tur planlamasindan bahsedilip 6rneklerle
desteklenmistir.

Tkinci boliimde; bir hizmet tiirii olarak paket tur organizasyonlarinda hizmet
kalitesi ve miisteri tatmini tizerinde durulmustur.

Ugiincii boliimde ise; tur operatorlerinin hazirladigi paket turlarda hizmet ka-
litesi ile miisteri tatmini arasindaki iliskileri belirleyen etmenleri saptayabilmek
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amaciyla Izmir ilinde faaliyet gOsteren bir yerel tur operatoriiniin miisterileri ile
bir anket ¢alismas1 yapilmis ve bulgular degerlendirilmistir.

Anahtar sozciikler: Tur Operatdrleri, Paket Tur Organizasyonlari, Hizmet Kali-
tesi, Miisteri Tatmini, Toplam Kalite Yonetimi

ABSTRACT

Tourism is a sector developing in the volume of work at national and interna-
tional scale, creating employment opportunities, providing foreign exchange,
affecting social and cultural life, having intensive human relations thus, psycho-
logical, social and human values-being the elements of face-to-face communica-
tion, carry a great importance.

Tour operators are the tourism administrations which act in tourism sector,
present supply thanks to package tour organizations, having the qualification of
a bridge between the accommodation companies, transportation companies...
etc. and customers who from the demand.

Tour operators in general, are tourism enterprises who combine accommoda-
tion, transportation with other by products. They make agreements and sell
their services and products with the help of brochures to tourist. Tour operators
organized all kinds of tours to potential customers.

A package tour, is a combination of a certain tourism destination with a local
service provider and local transportation services. Package tours are offered to
the customer as an end product with a single price. These products are made to
satisfy the unlimited desires of man. The most important aspect is the level of
customer satisfaction. To provide service quality is the main factor to satisfy
customer needs. The criterion for quality service is a happy customer.

Nowadays every element forming the package tour should present a high
quality service both because of the competition conditions and for the continuity
of the activities of a business. In this direction, the important thing is to give the
best quality service to customers in accordance with their ever-changing expec-
tations, thus, providing the satisfaction.

Customer satisfaction has always been the most important subject that must
be cared for by the companies. Customer always wants his needs to be satisfied.
Otherwise, unsatisfaction will occur. The higher the quality of service percepted
by the customer’s point of view than his expectations, the more his level of satis-
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faction will be. As a result of the developments in tourism industry, the impor-
tance of customer satisfaction has increased.

People join a package tour organization to relax, to have fun, for sightseeing,
to increase their culture level, to know new people... and for alike reasons. They
expect to get the best service during that package tour organization. That’s why,
in package tour organizations, from company’s angle the customer satisfaction
and, from the angle of customer service quality carries a great importance.

This paper has three chapters. The first chapter is based on the importance of
travel organizations in the tourism sector, tour operators and the planning and
organization of package tours with related examples.

The second chapter is based on service quality and customer satisfaction dur-
ing package tour organizations.

The third chapter is based on customer satisfaction during package tours pro-
vided by tour operators. The relation between them has been determined and
evaluated with a local tour operator and its customers in Izmir.

Key words: Tour Operators, Package Tour Organizations, Service Quality, Cus-
tomer Satisfaction, Total Quality Management
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Rekabet kosullarinin siirekli zorlastig1 bir ortamda, sabit kapasiteye sahip ko-
naklama isletmelerinde finansal basari, genellikle yoneticilerin kapasiteyi talep
karsisinda ne derecede etkili kullanabildigine bagli olmaktadir. Kapasitenin
etkin kullanilabilmesi i¢in elektronik dagitim kanallarindan faydalanilmasi bah-
sedilen finansal basariy1 daha da arttirmaktadir. Bu nedenle ¢alismada, konak-
lama isletmelerinde getiri yonetimi uygulamalar ve elektronik dagitim kanalla-
11 ile etkilesimi konusu incelenmistir.

Konu incelenirken, ayrintili bir alan yazin taramasi yapilmis, getiri yonetimi
uygulayan otellerle goriisiilmiis ve Istanbul’daki bes yildizli otel isletmelerine
anket formlar1 gonderilmistir.

Alan arastirmasinda ortaya ¢ikan bulgular getiri yonetimi ile elektronik dag-
tim kanallar1 arasinda ¢ok yakin ve dnemli bir etkilesim oldugunu gostermekte-
dir. Bu etkilesim su sekilde 6zetlenebilir: GY uygulamalar: i¢in alinan kararlar
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Oncesi ciddi ve detayli arastirmalar yapilmasi, bu arastirmalarin sonuglarinin da
miisterilere dogru bir sekilde yansitilmasi gerekmektedir. Elektronik dagitim
kanallar1 getiri yonetimi uygulamalari i¢in gerekli arastirmalarin hizli ve dogru
bir sekilde yapilmasinin yani sira alinan kararlarinda hizli bir sekilde miisterile-
re yansitilmasini da saglamaktadir. Bu da getiri yonetimi uygulamalarinin basa-
risin1 arttirmaktadir.

Anahtar sozciikler: Getiri, Yonetim, Talep, Arz, GDS

ABSTRACT

In an environment in which competition conditions are getting harder continu-
ously, financial success in hospitality properties that have stable capacity usu-
ally depends on how effective executives can use capacity on demand. Getting
benefit from electronic distribution channels in order to use capacity in an effec-
tive way causes more increase in financial success. For that reason, Revenue
Management Procedures and its interaction with electronic distribution chan-
nels are examined in this assignment.

Whilst examining this subject, detailed and comprehensive research has been
done which consists of conducting interviews with hotels which apply Revenue
Management Procedures and sending questionnaires to five star hotel proper-
ties in Istanbul.

All findings in this assignment manifest the significant importance and close
interaction between revenue management and electronic distribution channels.
We could summarize this interaction in this way; detailed and earnest re-
searches should be done before having made decisions for Revenue Manage-
ment Procedures and outcomes of those should be emitted to costumers in an
accurate way.

Electronic distribution channels do not only enable to get necessary researches
done for Revenue Management quickly and accurately but also provide all
proper decisions to be reflected to the customers quickly. So that would increase
the success of Revenue Management.

Key words: Yield, Management, Demand, Supply, GDS.
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Siirekli degisen cevre kosullar isletmeler tizerinde maliyetleri azaltma, faaliyet-
lerin etkinligini ve verimliligini arttirma gibi baskilara neden olmaktadir. Islet-
meler temel islevleri olan iiretim siirecinde ¢ok ¢esitli malzemelerden yararlanir.
Uretim siirecinin kesintisiz akisi, maliyetlerin diisiiriilmesi ve kaynak israfinin
onlenmesinde malzeme yoOnetim siireci olduk¢a 6nemlidir. Giiniimiizde mal-
zeme yOnetimi anlayisi, malzemelerin hammadde halindeyken kontroliinden
baslayarak, son iiriiniin tiiketiciye sunumuna kadar genis bir alan1 kapsamaktadir.

Cevresel kosullardan en ¢ok etkilenen isletmeler arasinda yer alan otel islet-
melerinde tiiketicilerin en Oncelikli beklentisi temizliktir. Otel isletmelerinde
temizlik faaliyetleri kat hizmetleri departmaru tarafindan ytritilir. Kat hiz-
metleri departmani ayni zamanda otel isletmelerinde kullanilan malzemelerin
biiytiik bir kisminin sorumlulugunu tasir. Sunulan hizmetin istenen kalite diize-
yine ulasmasi, {iretim siirecinde yasanabilecek olasi aksakliklarin 6nlenebilmesi

Yiiksek Lisans Tezleri 1013

ve kaynaklarin verimli kullanilmasi igin kat hizmetleri departmaninin sorumlu-
lugunda bulunan malzemelerin etkili bir sekilde yonetilmesi gerekmektedir.

Malzeme yonetim siireci birbirinden farkli 6zelliklere sahip asamalardan o-
lusmaktadir ve bu siireci etkileyen ¢ok sayida faktor bulunmaktadir. Ote yan-
dan kat hizmetleri sorumlulugunda nitelik ve nicelik olarak ¢ok sayida malze-
me bulunmasi, bu departmandaki malzeme yOnetim siirecinin karmasik bir hal
almasina neden olmaktadir.

Bu calismanin temel amacy; kat hizmetleri departmani faaliyetleri agisindan
onemli kaynaklar arasinda yer alan operasyonel malzemelerin dogru segilmesi,
verimli bir sekilde kullamilmasi ve yonetim ilkelerinin gelistirilmesidir. Bu a-
magla birinci boliimde kat hizmetleri departmani ve otel isletmeleri i¢in 6nemi,
ikinci boliimde malzeme yonetimi ve malzeme yOnetim siirecini etkileyen fak-
torler, iiclincii boliimde akis semalari, kullanim alanlar1 ve akis semalari ile sii-
reg iyilestirme c¢alismalarinda izlenen yol asamalar itibariyle incelenmistir. Son
boliimde ise ¢alismanin ilk ii¢ béliimiinde elde edilen teorik bilgilere dayanarak,
Antalya ilinde bulunan bes yildizli bir otelde yapilan uygulama ¢alismasina yer
verilmigtir.

Oteldeki mevcut duruma ait verilerin toplanmasi amaciyla gézlem ve goriis-
me teknikleri kullanilmistir. Malzeme yonetim siirecinin teslim alma, depolama,
depodan mal ¢ekme ve iiretim-sunum asamalarina iliskin veriler gozlem ile
derlenirken, ihtiyaglarin tespit edilmesi ve satin alma asamalarina iligskin veriler
de goriisme yontemi ile derlenmistir. Elde edilen veriler dogrultusunda akis
semalar1 olusturulmus ve bu semalarin analiz edilmesi ile malzeme yOnetim
stirecindeki olumsuzluklar tespit edilmistir. Sonug olarak alternatif bir malzeme
yOnetim siireci Onerilmis ve buna gore diizeltici faaliyetler belirlenmistir.

Arastirmanin bulgularindan elde edilen sonuglara gore; malzeme yonetim sii-
reci asamalarinda deger yaratmayan bir¢ok faaliyet gerceklestirilmekte, bu faa-
liyetler malzeme, zaman, isgiicli gibi kaynaklarin verimli kullanillamamasima
neden olmaktadir. Iyi bir malzeme y&netim siirecinin yiiriitiilebilmesi igin siireg
ile ilgili ilke ve politikalarin belirlenmesi, ¢alisanlarin egitilmesi, bilgi akisinin
malzeme akisini aksatmayacak sekilde diizenlenmesi ve fiziksel mekanlarin
malzemelerin akisina uygun olarak diizenlenmesi son derece énemlidir. Bunun
i¢in malzeme yOnetim siireci tiim asamalar ile bir biitiin olarak ele alinmali ve
siire¢ siirekli analiz edilerek gerekli iyilestirmeler yapilmalidir. Bu calisma ile
otel isletmeciligi literatiiriinde genellikle ihmal edilen bir konu olan malzeme
yOnetim siireci ayrintili olarak incelenmis, konunun otel isletmelerine saglaya-
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cag1 yararlar ortaya konmustur. Calismanin bu anlamda bir boslugu doldurarak
literatiire katki sagladig diisiiniilmektedir.

Anahtar sozciikler: Otel i§letmeciligi, Kat Hizmetleri, Malzeme Yonetim Stiredi,
Akig Semalari, Malzeme Akisi

ABSTRACT

Continual changing environmental conditions have caused a high pressure on
enterprises to reduce costs but try to increase affectivity and productivity of all
activities. Enterprises use various materials at production process which is the
main function of them. Material management process is very important for un-
interrupted flow of production process, reducing costs and preventing waste of
the sources. Today, material management concept covers very wide process,
from the beginning of controlling raw material until presenting it to consumers
as a final product.

At hotels which are affected by environment conditions, consumer’s main ex-
pectation is cleanliness. At hotels cleaning activities are carried on by house-
keeping departments. These departments, at the same time, carry the responsi-
bility of most of materials, which are used at the hotels. These materials must be
managed effectively in order to upgrade service quality level, prevent potential
fault at production process and use sources effectively.

Material management process contains stages each of which has different
characteristics and there are lots of factors which affect this process. On the
other hand, having assorted and great number of materials makes material
management process complicated at housekeeping department.

The main aim of this study is to choose and effectively use proper operational
materials which are crucial sources of housekeeping departments' activities and
to improve management principles. To achieve this goal, in the first chapter
housekeeping department and its importance for hotels; in the second chapter
material management process and the factors which affect it; in the third chap-
ter flow charts, its using area and the way which are used to improve process by
flow charts have been presented. In the last chapter, practical study which is
carried out at five stars hotel in Antalya has been explained, that is based on this
thesis case.

Observation and interview techniques were used to collect data concerned
with current situation at the hotel. Data which are concerned with receiving,
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storing, withdrawing from a warehouse and production- presenting stages of
material management process was collected by observation and data which are
concerned with determination of requirements and purchasing stage was col-
lected by interview. Flow charts were drawn according to data collected, and
negativities in material management process were determined by analysing
these flow charts. Consequently, an alternative material management process
was suggested and corrective activities were determined.

According to the findings of study; lots of insignificant activities were made at
stage of material management process and these activities cause ineffective use
of resources like material, time and labour force. Crucial things for efficient ma-
terial management process are to determine principle and policies about proc-
ess, to educate employees, to regulate data flow in order not to hinder material
flow and to arrange physical environment according to material flow. Therefore
material management process should be handled as a whole and by analyzing
the process continuously necessary redevelopment should be made. In this
study, material management process, which is generally neglected in hotel
management literature, is studied comprehensively and potential advantages
are displayed. In this context, study contributes to literature by filling this in-
formation gap.

Key words: Hotel Management, Housekeeping, Material Management Process,
Flow Charts, Material Flow
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Bu calismanmn amaci, gelismekte olan iilkeler kapsaminda Tiirkiye’de turizm
planlamasinda tabandan-yukar: halk katilim1 uygulamasinin gergeklestirilebilir-
ligini degerlendirmektir. Gelismekte olan {ilkelere 6zgii sartlara uygun bicimde
gegerli olabilecek bir kavramsal halk katilimi modeli sunmak amaciyla, turizm
literatiiriinde bugiine kadar biiyiik Olclide gelismis {ilkeler ¢ercevesinde ele
alman halk katilimi kavrami elestirel bir gozle incelenmektedir. Bu sebeple,
literatiir tarama calismasinda kamu politikalar1 ve planlamasi, siyaset bilimleri
ve kalkinma stratejileri gibi farkli disiplinlerden faydalamilarak “tabandan-
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yukar1 halk kalkinmasi”, “vatandas yetkilendirilmesi”, “halk katiliminin en
yiiksek derecesi” ve “yonetisim” gibi kavramlar birlikte incelenmistir.

Calisma temel olarak planlamada halk katiiminin turizm gelisimine olan
olumlu etkilerini vurgulamak ve dolayisiyla Tiirkiye’deki turizm planlama oto-
ritelerinin konuya ilgisini ¢ekmek amaciyla halk katilimini savunan ve destek-
leyen bir yaklasima sahiptir.

Calismanin literatiir tarama boliimiinde, disiplinleraras: bir yaklasimla, kav-
ramsal bir halk katilmi modeli olusturulmustur. Sunulan bu modelin test edil-
mesi ve ayni zamanda birincil verilerin saglanmasi igin, Tirkiye’deki (kamu
sektoriinde) planlama ve turizm kuruluslarinda gorev yapan kilit konumundaki
planlama uzmanlariyla yari-yapilandirilmis derinlemesine goriismeler gercek-
lestirilmistir. Birincil ve ikincil kaynaklardan elde edilen veriler tamamiyle nitel
Ozelliktedir. Her iki veri grubu karsilastirmali bir bi¢cimde incelenerek birlesti-
rilmistir ve bunlarin 1s1ginda Tiirkiye’de turizm planlamasinda halk katilimi
uygulamasina kurumsal (yonetsel/idari) engellerin olup olmadig1 arastirilmistir.
Literatiir taramasina bagli olarak incelenen bulgular gostermektedir ki, taban-
dan-yukar: halk katilimi uygulanmasin kisitlayan kurumsal engeller bulun-
maktadir. Calisma, prensip olarak “yorumlayici arastirma felsefesi”ne dayandi-
gindan, kurumsal engeller Tiirkiye'nin ekonomik ve sosyo-politik gecmisi ile
baglantili olarak analiz edilmistir. Buna bagl olarak, érmek olay ¢alismasimna
(Tiirkiye'ye) 6zgiin olarak bir halk katilimi modeli sunulmus ve onerilerde bu-
lunulmustur. Calismada varolan kisitlamalara ve gerceklestirilmesi ongoriilen
gelecek arastirmalarin énemine son boliimde yer verilmistir.

Genel olarak, bu tezin mevcut turizm literatiiriinde saptanan boslugu gidere-
bilecegi ve gelismekte olan iilkeler ¢ercevesinde tabandan-yukar: halk katilimi
kavramina teorik bakimdan katkida bulunabilecegi diisiiniilmektedir

Anahtar sozciikler: Tiirkiye, Turizm Planlamasi, Kamu Politikalar1 Planlamasi,
Tabandan-Yukar1 Halk Katilimi, Tabandan-Yukar1 Halk Kalkinmasi, Vatandag
Yetkilendirilmesi, YOnetisim

ABSTRACT

This study aims to assess the feasibility of implementing the bottom-up Com-
munity Participation Approach (CPA) to tourism planning in the developing
world with special reference to Turkey. In order to present a normative CPA
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framework pertinent to the developing world context, the study critically re-
views the concept of CPA in the existing tourism literature that has hitherto
been applied in developed countries. The literature review in this study, there-
fore, integrates the concepts of ‘grassroots development’, ‘citizen empower-
ment’, the ‘optimum degree of participation” and the concept of ‘governance’
which are derived from the disciplines of public policy-making, political studies
and development studies.

Principally an optimistic viewpoint and advocacy approach is taken in an ef-
fort to highlight the benefits of a community participation approach to tourism
development and to attract the attention of tourism planning authorities in Turkey.

In order to gather primary data, the research applies the proposed CPA
framework through semi-structured in-depth interview with key planning pro-
fessionals in Turkey. The primary and secondary data, both qualitative in na-
ture, are combined to examine whether there are institutional impediments to
the CPA in Turkey. The findings interpreted in line with the literature review
suggest that there are institutional impediments to the implementation of the
CPA. Since the study adopts an ‘interpretivist’ inquiry philosophy, the institu-
tional obstacles are examined in relation to Turkey’s economic and socio-
political antecedents. A further CPA model is proposed and recommendations
specific to the case study are made. The limitations of the study and area of fur-
ther research are expanded upon in the final chapter.

Overall, this dissertation is thought to be relevant in filling a gap that is iden-
tified in the existing literature and in contributing to the theory of the CPA in
the context of the developing world.

Key words: Turkey, Tourism Planning, Public Policy-Making, the Bottom-up
Community Participation, Grassroots Development, Citizen Empowerment,
Governance
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Aragtirmanin amaci, beden egitimi ve spor 6gretmenligi, antrenorliik ve rekre-
asyon programlarinda 6grenim goren 6grencilerin elestirel diisiinme diizeyleri-
ni saptamak ve 0grencilerin elestirel diisiinme diizeylerini 6grenim gordiikleri
program, cinsiyet, siif diizeyi ve tiniversite giris puan tiirii degiskenleri acisin-
dan karsilastirmaktir. Arastirmaya beden egitimi ve spor 0gretmenligi, antre-
norliik, rekreasyon olmak tizere her {i¢ programda egitim veren sekiz {iniversite
dahil edilmis olup, arastirmanin evrenini 3841 6grenci olusturmustur. Arastir-
ma, 2006-2007 egitim-6gretim yilinin giiz ve bahar donemlerinde birinci, ikini,
ti¢lincii ve dordiincii sinuf diizeyinde egitim goren 1394 6grenciyi kapsamustir.
Verilerin toplanmasinda, Goodwin Watson ve Edward Glaser (1964) tarafindan
gelistirilmis, Cikrik¢t (1993); Demirtashi-Cikrik¢t (1996) tarafindan Tiirkge'ye
uyarlama galismasi yapilmis olan "Watson-Glaser Elestirel Diisiinme Giicii Ol-
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cegi" ile bazi kisisel Ozelliklerin belirlenmesi amaciyla arastirmaci tarafindan
hazirlanan "Kisisel Bilgi Formu" kullanilmistir. Aragtirmanin yapilacagi tiniver-
site rektorliiklerinden gerekli izinler alindiktan sonra arastirmact tarafindan
bizzat tiniversitelere gidilerek 6grencilerden 6lgegi doldurmalar: istenmis, veri-
ler bu yolla toplanmustir. Verilerin analizinde test puanlarina ait betimsel istatis-
tikler hesaplanmis, karsilastirmalarda iki yonlii varyans analizi tekniginden
yararlanilmistir. Bulgulara gore, arastirmaya katilan 6grencilerin elestirel dii-
siinme puanlar1 ortalamasinin 54,51 + 7,04 oldugu ve 6grencilerin orta diizeyde
elestirel diisiinme becerisine sahip olduklar1 goriilmiis, beden egitimi ve spor
ogretmenligi programindaki 6grencilerin elestirel diisiinme puanlarmin antre-
norliik ile rekreasyon programindaki 0grencilerin puanlarina gore anlamh 6l-
clide yiiksek oldugu saptanmistir (p<,05). Ikinci ve {iciincii simf diizeyindeki
ogrencilerin elestirel diisiinme puanlarinin birinci simnif diizeyindeki 6grencile-
rin puanlarindan, iiniversite giris puan tiirii sayisal ve esit agirlik olanlarin da
puan tiirii sozel olanlarin puanlarindan anlamh 6lciide yiiksek oldugu goriil-
miistiir (p<,05). Elegtirel diisiinme diizeyinin cinsiyete gore farklilik gosterme-
digi ortaya konulmustur (p>05). Sonug olarak, elestirel diisiinme diizeyinin
ogrencilerin 6grenim gordiikleri programa, smif diizeyine ve iiniversite giris
puan tiiriine gore farkhilik gosterirken, cinsiyete gore farklillk gostermedigi
sOylenebilir.

Anahtar sozciikler: Elestirel Diisiinme, Beden Egitimi ve Spor Ogretmenligi,
Antrenorliik, Rekreasyon, Cinsiyet, Sinif Diizeyi, Universite Girig Puan Tiira

ABSTRACT

The purpose of this study was to determine the critical thinking levels of stu-
dents enrolled in the Physical Education and Sport Teacher, Coaching, and Rec-
reation-Training Programs and compare the total critical thinking scores accord-
ing to training program, gender, grade level and the score types of university
entrance examination. The study was conducted in eight universities including
Physical Education and Sport Teacher, Coaching, and Recreation-Training Pro-
grams and the universe of research was composed of 3841 students. The study
included students of first to fourth grade level enrolled three programs during
the fall and spring semesters of 2006-2007 academic year. A total of 1394 stu-
dents were included in the study. Watson-Glaser Critical Thinking Appraisal
Test (WGCTAT), developed by Goodwin Watson and Edward Glaser (1964) and
adapted by Cikrik¢1 (1993); Demirtash-Cikriket (1996) into Turkish language
and a second questionnaire, prepared by the researcher and gathered demo-
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graphic data, were used to collect data. After formal permission was taken from
the universities, the researcher went to the universities and asked the students
to complete the questionnaire, so the data was gathered by this way. Descriptive
statistics and Analyses of Variance were used for all data analyses. Mean score
of the critical thinking test was 54.51 + 7.04 for all students attending at the three
programs and these scores suggest that the level of critical thinking skills of all
students is average. Analysis of the data revealed a significant difference among
training programs (p<.05). It was found that students who enrolled in the physi-
cal education and sport teacher training program had higher scores than stu-
dents who enrolled in the coaching and recreation-training programs. The vari-
ance analysis yielded a significant effect for grade level at total test scores
(p<.05). It was found that students’ critical thinking scores were higher at sec-
ond and third grade level than students’ at first grade level. There were signifi-
cant differences among students who got verbal score and students who got
quantitative score and equally weighted score in total test scores (p<.05). As we
looked, mean scores of the students who got quantitative score and equally
weighted score were higher level than students who got verbal score. There was
no significant difference between male and female students (p>.05) regarding
students’ critical thinking scores. In conclusion, it can be said that although
there was no significant difference regarding gender, critical thinking levels of
students attending physical education and sport teacher, coaching and recrea-
tion-training programs differ from each other regarding programs, grade levels
and the score types of university entrance examination.

Key words: Critical Thinking, Physical Education and Sport Teacher, Coaching,
Recreation-Training Program Gender, Grade Level, The Score Types of Univer-
sity Entrance Examination.
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Oz

Kiiresel dlgekte yasanan kriz ve darbogazlarda isletmeler, kaynaklarini ekono-
mik kazanca doniistiirebilecek para temeline dayanmayan finansal yontemlere
hizla adapte olma ¢abasi igine girmekte ve bu sayede pazarlama faaliyetlerinde
siirekliligi insa etmeye calismaktadir. Isletmelerin gerek ulusal ve uluslararasi
pazarlarda rekabet sanslarini artirmak gerekse kriz donemlerinde bas gosteren
nakit sikintilarini kolaylikla agsmak amaciyla basvurduklart yontemlerden biri
de barter sistemidir. Paranin icadiyla birlikte uygulamadan kalkan bu y&ntem
1930 ekonomik krizi ile ekonomi sahnesine geri dénmiistiir. Ilgili organizasyon-
lar tarafindan isletmelerin sorunlarina ¢6ziim getirebilecek yeni bir uygulama
sekli olarak ticari yasama sunulan barter sistemi bu tarihten itibaren hizli bir
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gelisme kaydederek yiizlerce sektérde ekonomik hayatin en énemli aktorlerin-
den biri haline gelmistir.

Barter sisteminin temeli satin alinan mal veya hizmetin bedelinin {iretilen mal
veya hizmetle 6denmesine, diger bir ifadeyle takas yontemine dayanmaktadir.
Miibadelede paranin kullanimdan kalkmasi basta olmak iizere; isletmelerin
likidite sikintis1 ¢ektigi donemlerde atil kapasitelerin degerlendirilmesini sag-
lamasi, seckin bir pazarda ticaret imkani saglamasi, pazarlama cabalarini kolay-
lastirmas1 ve gelistirmesi vb. pek ¢ok avantaji biinyesinde bulundurmaktadir.
Barter sisteminin uygulandig1 en énemli sektorlerden biri de turizm sektoriidiir.
Tiirkiye’de de 15 yili agkin siiredir uygulanmakta olan sistem Tiirk turizm sek-
toriinde yasanan pek cok soruna da ¢oziim getirebilecek bir sistem olarak go-
riilmektedir. Ozellikle Tiirkiye’de faaliyet gosteren kiigiik ve orta dlgekli islet-
melerce uluslararasi pazarlara agilmada diisiik maliyetli bir ara¢ olarak kullani-
labilen sistem, yiiksek biitceli reklam ve tamitim ¢alismalarini nakit kullanma-
dan atil kapasiteleriyle gerceklestirmek isteyen biiyiik ol¢ekli konaklama islet-
melerince de alternatif bir pazarlama yontemi olarak degerlendirilmektedir.
Bugiin gelinen noktada Tiirkiye’de faaliyet gosteren 22 barter isletmesinden
12’si turizm sektoriine hizmet vermekte ve bu isletmelere iiye olan yaklasik 60
konaklama isletmesi bulunmaktadir. Bu rakamlar Barter sisteminin uygulandig:
diger iilkelerle kiyaslandiginda ise Tiirkiye'nin ¢ok gerilerde kaldig1 goriilmek-
tedir. Sistemin en az finans fonksiyonu kadar énemli olan pazarlama fonksiyo-
nun da bilinirliginin saglanarak, hizmet sektoriine yonelik ¢alismalara agirlik
verilmesi ile sistemin uygulama alaninin genisleyecegi ve paralelinde daha fazla
konaklama igletmesi tarafindan uygulanacag: diisiiniilmektedir. Bu tezin temel
amaci da; barter sisteminin konaklama isletmelerinin pazarlama fonksiyonlar1
lizerinde yarattig1 etkinin analiz edilmesi suretiyle sistemin pazarlama fonksi-
yonunu On plana ¢ikarmak ve konaklama isletmeleri basta olmak {izere Tiirk
turizm sektoriinde daha bilinir bir sistem haline getirmektir.

Tez ti¢ bolimden olusmaktadir. Tezin birinci boliimiinde 6ncelikle barter sis-
temine iligskin genel teorik alt yap1 olusturulmaya calisilmistir. Bu boliim bashig:
altinda; barter sistemi kavrami, barter sisteminin tarihsel gelisimi, yapisi, huku-
ki diizenlemesi, fonksiyonlars, isleyisi ve son olarak da avantaj ve dezavantajlar:
ele alinmistir. Tezin ikinci boliimiinde ise sistemin konaklama isletmelerindeki
yeri ve pazarlama fonksiyonlari ile olan iliskisi miimkiin olan en kapsaml bi-
¢imde incelenmis ve bu inceleme cesitli 6rneklerle desteklenmistir. Tezin son
bolimiinii olusturan {igiincii boliimde arastirma modeli, 6rneklem ve veri top-
lama araglar1 anlatilmistir. Arastirma sonucunda elde edilen verilerin degerlen-



1024 IV. Lisanstisti Turizm Ogrencileri Aragtirma Kongresi

dirilmesi sonucunda ortaya ¢ikarilan bulgulara yer verilmis ve bu bulgular 1s1-
ginda arastirma, gesitli yorumlarin getirilmesi ile sonuglandirilmistir.

Anahtar sozciikler: Takas, Pazarlama, Turizm Pazarlamasi, Pazarlama Fonksi-
yonlari, Turizm

ABSTRACT

Enterprises, at the times of bottlenecks and crisis in the global scale, make an
effort to adapt rapidly to non-monetary financial methods that can transform
their resources into economical gain and in this way; these enterprises try to
build sustainability in the marketing functions. One of the methods that is ap-
plied by the enterprises is the barter system which they refer in order to increase
both the competition in national and international markets, and to overcome
cash deficits that arise in crisis periods easily. This method that has been re-
moved for usage after the invention of money is back to economy scene with
1930 economic crisis. The barter system that has been presented to the business
life as a new form of application that can provide solutions for the problems of
enterprises by the related organizations become one of the most important ac-
tors in the hundreds of sectors by having a rapid improvement since this date.

Barter system is based on paying the cost of the bought goods or the services
with the produced goods and services, in other words, based on exchange
method. The exchange includes lots of advantages such as providing the utiliz-
ing of idle capacity at the times of periods that the enterprise is in liquidity
shortage, providing trade possibilities in a favorable market, facilitating and
improving marketing efforts and etc. One of the most important sectors that the
barter system has been applied is the tourism sector. The system that has been
applied for more that 15 years in Turkey is identified as a system that can pro-
vide solutions for the troubles in the tourism sector. The system that can be used
as a low cost tool in opening international markets by especially small and mid-
dle sized enterprises operating in Turkey is evaluated as an alternative market-
ing method in large scaled accommodation enterprises that aim to realize high
budgeted advertisement and promotion activities with their idle capacities in-
stead of using cash. In today’s business world of Turkey, 12 enterprises out of 22
barter enterprises operating in Turkey belong to a tourism sector and approxi-
mately 60 accommodation enterprises are the members of these enterprisers.
These numbers exhibit that Turkey is far more undeveloped than other coun-
tries that apply barter system. It is considered that the system application cover-
age will be extended and in parallel, the system will be used by more accom-
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modation enterprises with giving importance to studies which are devoted to
service sectors by providing triteness for the marketing function that is at least
as important as the finance function of the system. The basic aim of the thesis is
to move the marketing function of the system into the first place and to make
barter system be better known by Turkish tourism sector especially by accom-
modation enterprises by means of analyzing the impact that the barter system
has on the marketing function of the accommodation enterprises.

The thesis is organized in three sections. In the first section of the system, first
of all, it is tried to constitute general theoretical infrastructure related to barter
system. The headline of this section includes; the concept of the barter system,
the historical development of the barter system, its structure, legal regulations,
functions and operations, and finally advantages and disadvantages of the sys-
tem. In the second section of the thesis, the place of the system in the accommo-
dation enterprises and its relationship with marketing functions are analyzed
with the most comprehensive manner and supported with various examples.
The third section of the thesis which forms the last section is devoted to explain
the sample and data collection tools. The findings are exhibited as a result of the
analysis of the research results and the study is concluded with the various
comments presented.

Key words: Barter, Marketing, Tourism Marketing, Marketing Functions,
Tourism.
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Bu calismada temel amag; destinasyon, imaj ve destinasyon imaji kavramlarim
tanimlayarak bu kavramlarla ilgili yapilan bilimsel ¢alismalar 1s181nda bir bii-
tiinlitk saglamak ve turizm pazarlamasinda ¢ok 6nemli olan destinasyonlarin,
pazarlanabilmesi igin Oncelikle sahip olduklari imajin 6lgiilmesinin ve daha
sonra bu imaj paralelinde bir pazarlama stratejisi belirlenmesinin gerekliligini
ortaya koymaktir.

Calismada Ozet olarak, ge¢miste yapilmis calismalar paralelinde oncelikle
destinasyon ve imaj kavramlari tanimlanmigtir. Daha sonra destinasyon imaji
kavrami ayrintili bir sekilde ele alinip imaj olusum siiregleri ve uyarici faktorler
detaylandirilmistir. Bunun ardindan, ge¢cmiste bir model ortaya koyan galisma-
lar anlatilmistir. Bu ¢alismalardaki tiim modeller birbirleriyle karsilastirilarak
bugiin gecerli olan bir model (Baloglu ve McCleary 1999) 6rnek alinmistir. Bu
ornek model ile Trabzon destinasyonunu pilot bolge kabul ederek bu kentin
mevcut imaji belirlenmeye calisilmistir.
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Oncelikle calismada, destinasyon pazarlamasi faaliyetlerinin temelini olugtu-
ran faktoriin, bir destinasyon imaji yaratmak oldugu goriilmiistiir. Bu imajin
olusturulmasi, ¢ok sayida unsurun bir araya getirilmesiyle miimkiin olabilmek-
tedir. Basin-yayin kuruluslari, iinlii simalar, seyahat acentalari, nitelikli hizmet,
es-dost tavsiyeleri, tarih, siyaset ve daha bir¢ok etken destinasyon imaji olusu-
munda rol oynamaktadir. Bu kadar ¢ok sayidaki uyaricinin turistlere dogru bir
sekilde ulastirilmasi, turistin zihninde dogru bir imaj algis1 olusturmak agisin-
dan ¢ok 6nemlidir. Zira, imaj algis: bir kere yanlis yerlestigi takdirde, onu tekrar
degistirmek ¢ok zordur. Bu yiizden bu calismada, imaj olusum siireclerini ele
alan arastirmacilarin kurduklar1 modeller, tarihi bir sira takip edilerek tek tek
ele alinmistir. Daha sonra destinasyon imajinin olusmasina katki veren gevresel
faktorler tartisilip Trabzon yoresinin destinasyon imajinin 6lgiilmesi asamasina
gecilmistir.

Imaji &lgiilecek destinasyonun Trabzon olarak segilmesinin nedeni; bu kentin
¢ok cesitli turistik cekiciliklere sahip olmasinin yaninda, mevcut potansiyelin
kullanilamamasidir. Turizm ¢esitliligi yoniinden Karadeniz Bolgesi'nin, Akde-
niz ve Ege Bolgelerimizden geri kalmadig: hatta daha fazla 6ne ¢iktig1 bilinme-
sine ragmen bu bolgelerle rekabet etmek Karadeniz Bolgesi icin simdilik ¢ok zor
goziikmektedir. T.C. Kiiltiir ve Turizm Bakanlig1, 2004 yilindan itibaren bolgeyi
bir turizm merkezi haline getirmek i¢in ¢alismalara baslamistir. Trabzon kenti-
nin, Karadeniz Bolgesi'nin turizm merkezi olmasi ve bolgenin {ilke turizminden
hak ettigi pay1 alabilmesi i¢in arastirma alani olarak bu yore segilmistir.

Ulasilan bulgulara gore, Trabzon kentinin mevcut imajini sekillendiren temel
unsurlarin; inang yapilari ve yayla turizmi agirbikli olduklari goriilmiigtiir.
Trabzon'la ilgili akla ilk gelen turistik 6zelligin Stimela Manastir1 ve kentin yay-
lalar1 ile dogal giizellikleri oldugu bulgusuna ulasilmigtir. Bununla birlikte,
sosyal faktorlerden yasin, imaj iizerinde herhangi bir ayirt ediciligi bulunmaz-
ken; cinsiyet, medeni durum, egitim durumu ve gelir gibi etkenlerin farkli imaj
tiirleri (bilissel, duygusal ve genel) {izerinde farkh etkileri oldugu goriilmiistiir.

Yapilan arastirmada elde edilen bulgular, tanitim ¢alismalarinin hedefine var-
digin1 gostermektedir. Kent, onemli turizm alanlarina ayrilarak farkh turist
zevklerine hitap edebilir hale gelmistir ve kentin destinasyon imaji da bu yonde
olusmustur. Fakat bununla birlikte, eksik kalan durumlar da s6z konusudur.
Ornegin; dagcilik, botanik turizmi, yat turizmi, kus gozlemciligi ve daha pek
¢ok turizm tiirii agisindan son derece elverigli bir yore olmasina karsin Trabzon
kenti, yoniinii yalnizca tarihi ve dogal zenginliklere gevirerek turizmi biitiin yila
yaymak gibi bir firsati degerlendirememektedir. Ayrica, turizm altyapisinin
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yetersiz olmas1 ve mevcut tesislerin kapasiteleri ile hizmet sorunlar1 da kentin
turizminin gelisimi dniinde duran engellerdir.

Anahtar sozciikler: Destinasyon, Imaj, Destinasyon Imaji, Trabzon

ABSTRACT

The main objective of the study is to integrate the topics of destination, image
and destination image in light of scientific studies by describing these concepts
and to display the necessity of measuring the destinations’ image before setting
a marketing strategy in parallel with this image in order to market the destina-
tions, which are very important points of tourism marketing.

In summary, at the beginning of the study destination and image concepts
were identified by using previous studies. Then, destination image concept was
approached. Image formation processes and stimulus factors were particularly
studied. After that, the studies displaying a model were summarized. A valid
model of today was taken as sample (Baloglu and McCleary 1999) by comparing
all models in these studies. The city of Trabzon was accepted as a pilot region
for the model and current image of the city was tried to be measured.

First, it has been proved that basis factor of destination image activities is de-
veloping a destination image. Developing the image is not possible unless many
components come together. Media corporations, celebrities, travel agencies,
high quality service, advices of relatives, history, politics and many other factors
play a major role in the formation of the image. A correct transmission of these
many factors to the tourists is very important in developing the correct image in
tourists’ minds. Because, if an image perception forms wrongly changing that is
very difficult. Therefore, in the study, models of the researchers” who discuss
the destination image formation process, are considered chronological. Then,
the environmental factors that affect destination image formation are discussed
and are reached the stage of measurement of Trabzon's destination image.

Trabzon has many touristic attractions but its touristic potential isn’t consid-
ered enough. That is why we chose Trabzon for measuring destination image.
Although Black Sea region is known not to fall behind Mediterranean and Ae-
gean regions in tourism diversity, to compete with these regions is impossible
just now. Ministry of Culture and Tourism of Republic of Turkey has started to
transform the region to a tourism centre since 2004. Trabzon was chosen as field
of research in order to be tourism centre of the region and help it to take an im-
portant part of country’s tourism revenue.
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According to the results of the study, basic factors of the Trabzon’s city image
formation are faith buildings and plateau tourism. First things when Trabzon
comes to mind are Mother Mary Monastery, plateaus and natural beauties. Al-
though age, one of the social factors, affects none of the image types, other social
factors such as; sex, marital status, income and education affect the image in
different ways.

Research findings reveal that advertising efforts are successful. The city was
divided into important tourism areas, became to address different touristic de-
mand and the city’s destination image was formed to this effect. Nonetheless,
some deficiencies have occurred. For instance; although mountaineering, bo-
tanic, yachting, ornithology and a lot of tourism activities are available for Trab-
zon, the city doesn’t have an opportunity of whole season tourism focusing on
just historical and natural beauties. Also, lack of touristic infrastructure, capaci-
ties of current hotels and good service problems are difficulties of city’s tourism
development.

Key words: Destination, Image, Destination Image, Trabzon.
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Glintimiizde var olan yogun ekonomik ve finansal rekabet, isletmenin varligini
siirdiirme ve gelismeyi saglama zorunlulugu, ulusal ve uluslararas: firmalar
tizerinde ciddi bir baski olusturmaktadir. Olusan baski, isletmelerin tek baglari-
na miicadele etmeleri ve basarili olmalarim gittikge giiclestirmektedir. Isletme-
lerin belirtilen rekabet kosullarinda giiclii kalabilmelerinin 6n kosulu, baska
firmalarla is birligi yapmalar1 ve beraberce kazanmalar diisiincesini gelistirme-
ye baglamistir. Isletmelerin gelisimlerini ve varliklarim siirdiirmelerinin yani
sira stratejik is birlikleri isletme gevresinin gelismesi i¢in de dnemlidir. Isletme-
lere rekabet kosullarinda avantaj saglamanin yan sira maliyet diisiiriicii etkileri
nedeniyle de stratejik ig birliklerine gidilmektedir. Stratejik is birlikleri ile iglet-
meler kendi 6z yapilarini korurken, daha biiyiik isleri diger firmalarla birlikte
yaparak hem bagimsizliklarin1 korumakta, hem de kendi kapasitelerini asan
igleri gerceklestirebilmektedir. Basit bir sozlii anlasmadan, isletmeler aras1 bir-
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lesmelere kadar uzanan ¢esitli bi¢cimlerde olusturulan is birlikleri giintimiizde,
otomotiv, iletisim, saglik ve hizmet endiistrilerinde siklikla karsimiza ¢ikmakta-
dir. Kendine 6zgii bir yapisi bulunan yiyecek-igecek endiistrisinde, daha kaliteli
ve glivenli hizmet, daha ¢ok kisiye ulasabilmek ve ulasilan kisilere daha ytiiksek
hizmet standartlar1 saglamak temel hedeflerdir. igletmelerin, s0z konusu hedef-
lere ulasmak, giiclerini kaybetmemek hatta daha dinamik bir orgiit yapisina
kavusmak icin yeni yollar bulmalari zorunludur. Stratejik is birlikleri de
(franchising, dis kaynaklardan yararlanma (outsourcing), leasing, ortak girisim-
ler vb) bu agidan énem tasiyan uygulamalar olarak ileri siiriilebilir. Dolayisiyla
stratejik is birliklerine daha siklikla bagvurulmasi ve kapsamlarinin 6niimiizde-
ki yillarda daha da artmasi beklenmektedir. Ornek olay yontemi kullanilarak
Mersin ilinde faaliyet gosteren uluslararas:t hizli servis yiyecek-igecek hizmet
birimlerinde (fast food zincirlerinde) gerceklestirilecek ¢alismanin temel amaci,
maliyet diistirticii yeni yaklasimlarin kullanihip kullanilmadigini belirlemek,
stratejik is birligi yaklasimlarinin ne 6lgiide kullanildigini saptamak ve is birli-
ginden ne gibi yararlar saglandigini ortaya koymaktir. Boylelikle, stratejik is
birligi uygulamalarinin isletmelere, cevrelerine ve makro diizeyde ekonomiye
yararlari ifade edilmeye calisilacaktir. Hizli servis yiyecek-igecek isletmelerinin
st diizey yoneticileri ile arastirmaci tarafindan benzer 6érneklerden yararlanila-
rak hazirlanmis ve test edilmis bir soru formu kullanilarak yiiz yiize goriisme
teknigi ile gerceklestirilecek olan ¢alismada, isletmenin yapisi, is birlikleri hak-
kindaki goriigleri ve is birliklerinden elde ettikleri kazanimlarin neler oldugu
belirlenmeye ¢alisilacaktir. Arastirma sonucunda derlenen veriler ilgili istatistik
islemler yapildiktan sonra, tablolar yardimiyla agiklanacaktir.

Anahtar sozciikler: Stratejik Is Birligi Kavramu, Is Birligi Tiirleri, Is Birligi Per-
formansi, Is Birligi Olusturma Siireci, Hizli Servis Yiyecek-Igecek Isletmeleri

ABSTRACT

Fierce economic and financial competition prevailing in the business world and
the necessity to survival and growth put a great pressure on both national and
international companies. This pressure makes it difficult for companies to com-
pete and to be successful individually. In this circumstance, collaborating with
other companies and winning together is the prerequisite for becoming at a
more powerful state. This refers to strategic alliances between companies, be-
sides their advantages for the collaborating companies; these alliances are of a
great importance for organization’s environment. The reason behind forming
these alliances are reducing costs as well as gaining competitive advantage.
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Strategic alliances enable organizations do greater business with other compa-
nies, while keeping their own structure. Today, strategic alliances have different
forms; ranging from simple verbal agreement to an alliance and they can be
seen in various industries such as automotive, communication, health and ser-
vice. In food and beverage industry that has characteristics of its own, better
quality, more reliable service, being able to reach more people and providing
those with the highest service standards are the main objectives. In order to
reach these objectives, new methods must be found. Strategic alliances are men-
tioned as the most effective ones of these methods. It is predicted that the num-
ber of strategic alliances is going to increase and the range of them is going to
widen in the future. The main purpose of the study is to determine the content
and the benefits of strategic alliances in food and beverage industry. The study
is conducted on international fast food restaurants in Mersin by applying case
study method. A structured questionnaire will be used in face to face interviews
with the top managers of food and beverage companies. Data will be collected
about the structure of companies, top managers’ views on strategic alliances,
and the benefits of strategic alliances and will be analyzed according to the aims
of the study.

Key words: The Concept of the Alliance, The Types of the Alliance, The Alli-
ance Performance, The Process of Forming the Alliance, and Fast Service Food
and Beverage Companies.
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Arastirma sahasi, Dogu Anadolu Bolgesi'nin Yukar: Murat-Van Béliimiinde yer
almaktadir. Doguda Bitlis ve Agri, batida Bingol, glineyde Diyarbakir ve Bat-
man, kuzeyde ise Erzurum illeri ile gevrili olan Mus ili, Van golii'niin kuzeyba-
tisinda yer almaktadir. Mus, Transkafkasya ile Mezopotamya arasindaki yol
tizerinde, Toros ve Antitoroslarin arasinda, 6nemli birer gegis noktas: olan Ela-
z1g ve Malatya sehirleri ile birlikte bulunmaktadir. Mus ili sinirlari iginde yer
alan Murat nehri, Malazgirt ve Bulanik gecitlerinin yardimiyla Mus ovasini
kuzeye, Transkafkasya bolgesine baglamaktadir. Nitekim Van goliinden Mus
ovasi’'na gecis de giineybatidan yapilmaktadir. Mus ovasinin batisindan Murat
nehri boyunca gidildiginde Malatya’ya ve Firat nehrine ulasilir. Ayni yolu takip
ederek ve Bitlis gecidini kullanarak giineye ve doguya da gitmek miimkiindiir.
Tarihi siirecte Malatya-Elazig-Mus ve Agr1 koridoru, Coruh-Kelkit ve Kars-
Erzurum-Erzincan-Sivas arasi koridorundan gelis-gidis acisindan daha miisait
olmustur. Iste bu stratejik konumu nedeniyle Mus’un Tiirkiye'nin kiiltiirel tarihi
agisindan 6nemli bir yeri vardir. Ciinkii Dogu Anadolu’da Transkafkasya, Bati
fran, Anadolu ve Mezopotamya’nin kesistigi bir noktada yer alir.
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Yorede izleri olan medeniyetlerin silsilesi M.O. 6000 yillarina tarihlenen Halaf
kiiltiirii ile baslar ve Erken Tun¢ Cagi, Demir Cagi, Urartu donemi, Roma -
Helenistik dénem, Bizans donemi, Selcuklu donemi ve Osmanlilar seklinde
devam etmistir.

Ilde bu medeniyetlerin izlerini tastyan ¢ok sayida maddi kiiltiir varhklarmna
rastlanmaktadir. M.O’ki yillara ait olan hdyiik yerlesmeleri, nekropoller ve antik
kent yerlesmeleri gibi arkeolojik sit alanlar1 bulunmaktadir. Yine Hiristiyanlk
kiiltiire] mirasin1 yansitan ¢ok sayida manastir ve kilise bulundugu gibi ¢ok
sayida Tiirk-Islam eserleri de bulunmaktadir. Bu agidan degerlendirildiginde,
aragtirma sahasinin kiiltiirel turizmde 6nemli bir destinasyon oldugu sdylenebi-
lir.

Tiirk tarihinin en biiyiik zaferi olan ve Anadolu’nun Tiirklesmesini saglayan,
“1071 Malazgirt Meydan Muharebesi”nin yapildig1 Mus ili, kiiltiirel turizmin
yeni gelisen alt dal olan “savas alan1 (askeri) turizmi” agisindan da 6nemli bir
potansiyele sahiptir.

Kiiltiirel turizm potansiyeli agisindan bakildiginda, aragtirma sahasinda tarih-
sel ve folklorik degerler 6ne ¢ikan gekiciliklerdir. Arastirma sahasinda 2 adet
kentsel sit, 13 adet arkeolojik sit ve 45 adet ise tarihi ve dini yap1, Kiiltiir ve Tu-
rizm Bakanhi tarafindan tescillenmistir. Ancak bunlarin disinda tescillenmeyi
bekleyen cok sayida maddi kiiltiirel cekicilik vardir. Ote yandan geleneksel
evler, geleneksel el sanatlari, yeme — i¢gme kiiltiirii, dil ve 6zel giinler, arastirma
sahasindaki Mus ve Malazgirt gibi yerlesmelerin, fiziksel goriintimlerinin kiiltii-
rel peyzaja doniismesini saglayan unsurlar olmustur.

Aciklamalar 1s1g1nda yukarida belirtilen potansiyelin daha iyi degerlendirile-
bilmesi igin baz1 hususlarin dikkate alinmasi gerekmektedir. Oncelikle, aragtir-
ma sahasini kapsayan bir turizm yonetim kurulu olusturulmalidir. Turizm alt-
yapisinin, turistik ihtiyaca cevap verecek sekilde diizenlenmesi ikinci asamay
olusturmaktadir. Ote yandan sz konusu kurul tarafindan pazarlama stratejile-
rinin belirlenmesi gerekir. Bunun icin de, arastirma sahasina uygun bir imaj ve
marka olusturulmasi, hitap edilecek turizm pazarmin belirlenmesi, hedef pazar
tiplerinin saptanmasi, tanitim programinin ortaya konmasi, turizm bilgi hizmet-
lerinin saglanmasi 6énemli konular arasindadir. Ancak biitiin bunlarin yapila-
bilmesi kiiltiirel varliklarin korunmasina yonelik 6nemlerin alinmasina baghdir.
Bu yiizden ilk asamada l'e acilen bir miize kazandirilmalidir.
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Ayrica turizmin basarili olabilmesi i¢in, var olan kiiltiirel ¢ekiciliklerin, degi-
sen turizm anlayisina gore ve bunlara birer turistik tiriin 6zelliginin kazanilmasi
da gerekir. Bu baglamda, zengin kiiltiirel 6gelerin turistler i¢in deneyimsel tiike-
time uygun hale getirilmesi bir zorunluluktur.

Anahtar sozciikler: Mus, Kiiltiir, Cografya, Turizm, Potansiyel

ABSTRACT

This study field is conducted on the high Murat Van district, in the east part of
Turkey. Mus city, surrounded by Bitlis and Agr1 in the east, Bingol in the west,
Diyarbakir and Batman, in the south Erzurum, is situated in the northwest
of lake Van. Mus is situated on the way between Transkafkasya and Mesopo-
tamia, along with Elaz1g and Malatya which are two important crossing points
between the Taurus and up-thrust. Murat river, situated in the border of Mus,
connects Mus plain to Transkafkasya in the north, with the help of Malazgirt
and Bulanik possages. Likewise, the crossing from Lake Van to Mus plain is also
done from the southwest. Having gone from the west of Mus plain, along the
Murat river you reach to Malatya and to the Euphrates by following the same
course and using Bitlis crossing is also possible to go to the south and the east
In the historical period, the corridor of Malatya, Elaz1g, Mus and Agr1 has been
more convenient than the corridor of Coruh-Kerkit and Kars —Erzurum-
Erzincan-Sivas, from the aspect of coming going. Because of this strategical
situationg, Mus has an important place in the Turkish culture and its history.
Because it is situated in the point where Transkafkasya in the Anatolia, west
Iran, Anatolia and Mesopotamia intersect.

The range of civilizations having marks in the area starts with the Halaf cul-
ture dating back to 6000 B.C. and continues with the early bronze age, iron age,
Urartu period, Roman Hellenistic period, Byzantine period, Seljuk period and
Ottoman, respectively.

A lot of cultural beings having the marks of these civilizations can be seen in
Mus city, where Malazgirt war, which is the biggest victory of the Turkish his-
tory and providing the region to belong to Turkish nation, has an important
potential in the sub-field being the newly developing cultural tourism which is
the battle frild tourism.

Looking from the aspect of the potential cultural tourism, historical and folk-
loric merits are the attractiveness coming first. In the study field, two urban
sites, 13 archeological sites and 45 historic and religious constructions were offi-
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cially registered by cultural and tourism ministry, but there are also a number of
cultural attractiveness waiting to be officially registrated.

Besides, traditional houses, handicrafts, eating-drinking culture, language and
special days are among the elements providing such settlements as Mus and
Malazgirt become cultural peyzaj, in the study field.

Under the light of explanations, in order to evaluate the potentials mentioned
above, some matters must be taken into consideration. First of all, a tourism
management board must be constituted, comprising the study field. Secondly,
substructure of tourism must be arranged so as to meet the necessities of tour-
ism. At the same time, it is necessary to determine the strategies of marketing.
For this reason, such subjects as constituting an image and trademark, determin-
ing the tourism market was aimed, putting forward the advertisement program,
and providing knowledge-information services are among the important topics.

But, doing all these is tied to the conservations of cultural heritages. Besides,
for being successful in tourism, existing cultural attractiveness need to be ar-
ranged and it is necessary to give them a cultural feature.

From this point of view, it is also necessary to change the rich cultural ele-
ments to experimental consumption, for tourists.

Key words: Mus, Evaluation, Geography, Tourism, Potential
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Diinyadaki isletmelerin %65 - 80'ini, iilkemizdeki isletmelerin ise tamamina
yakinini (yaklasik olarak %95'i) aile isletmelerinden olusan sirketler olustur-
maktadir. Aile isletmelerinin ekonomideki pay: diisiiniildiigiinde, bu igletmele-
rin dikkatle incelenmesi, sorunlarinin ortadan kaldirilmas: ve faaliyetlerini etkin
ve verimli bir sekilde yerine getirmelerinin saglanmas: biiyiik 6nem tasimakta-
dir. Aile isletmelerinin basarili yonetimi ve bu isletmelerin gelecek nesillere
basarili bir sekilde devredilmesi Ozellikle iilke ekonomisine olumlu katkilar
nedeniyle ¢ok 6nemlidir. Aile isletmelerinin basarili bir sekilde yonetilmesi ve
varligin siirdiirebilmesinde ise kurumsallasma olgusu giderek 6n plana ¢ik-
maktadir.
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Aragtirmanin amaci, turizm sektoriinde konaklama hizmeti sunan aile islet-
melerinin kurumsallasma konusuna verdikleri onemi ortaya koymaktir. Bu
agidan arastirma mevcut durumu ortaya koyucu yani kesfedici bir aragtirmadir.
Arastirmanin kapsamin turizm sektoriinde Eskisehir ve Alanya bolgesindeki
konaklama hizmeti sunan aile isletmeleri olusturmaktadir. Bu isletmelerin yone-
ticilerine kurumsallasma konusunda bir anket uygulanarak, konuya verdikleri
Onem tespit edilmistir. Ayni zamanda Eskisehir ve Alanya bolgesindeki konak-
lama igletmelerinin kurumsallasma konusuna verdikleri nem arasinda istatis-
tiksel olarak bir farkin olup olmadig: arastirilmistir.

Aragtirmanin cografi alan olarak hem mevsimlik turizme hizmet veren Alan-
ya’daki isletmelere hem de yil boyu faaliyette olan Eskisehir’deki isletmelere
uygulanmastyla i¢ ve dis turizme hizmet veren iki farkli alandaki isletmelerin
kurumsallasma konusuna yaklasimlar: arasindaki farkliliklar: gézlemleme im-
kan1 olmustur. Buna gore aragtirmanin 4. boliimiinde de belirtildigi gibi anketin
2. boliimiinde yoneticilere sorulan 27 kurumsallagma kriterinden “t” testi so-
nuclarina gore, 26'sma verilen cevaplar arasinda iki ayri cografi bolge icin an-
laml bir fark olmadig1 sonucuna varilmistir. Anketin 2. boliim 3. sorusu olan
“igletmenin stratejik planinin olmasma verilen énem” sorusunda ise “t” testi
sonuglarma gore anlamli bir fark oldugu sonucuna varilmigtir. Buna gore genel-
leme yapilirsa, Alanya ve Eskisehir'deki turizm sektoriinde faaliyet gosteren
aile igsletmeleri konumundaki konaklama isletmelerinin kurumsallagsma kriterle-
rine Onem verme egilimleri arasinda ¢ok biiyiik ve 6nemli bir fark olmadig:
sonucuna varilmistir.

Biitiin isletmeler temel olarak, para kazanmak ve ailenin gec¢imini saglamak
amaciyla kurulur. Is hayatinda bunu saglamanin en temel gesi miisteri mem-
nuniyetini saglamaktir. Turizm sektoriinde ise miisteri memnuniyetini sagla-
mak diger sektorlere oranla ¢cok daha zordur. Hizmeti son tiiketen ile ilk iireten
kars1 karsiyadir ve hizmet kusursuz olmalidir. Bu bakimdan her seyin planli,
programli ve kurallara uygun olarak yapilmas: gerekir. Anket sonuglarma ba-
kildiginda 6zellikle dis turizmle gecinen Alanya’daki aile isletmeleri farkl tilke-
lerden gelen farkh kiiltiirdeki insanlarin memnuniyetini saglamak zorunda
olduklari igin stratejik planlamaya daha fazla énem vermis olabilir.

Calismanin sadece Eskisehir ve Alanya’daki isletmelerle sinirli kalmasi, elde
edilen bulgularin iilkemizin genel cografyasi i¢in yorumlanmasimi olanaksiz
kilmigtir. Calismanin gelecekte yapilacak calismalara temel olabilecek fikirler
verebilmesi umulmaktadir.
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Turizm sektdriiniin, her gegen giin iilkemiz igin énemi artmaktadir. Ug yam
denizlerle gevrili, essiz doga giizellikleri ve kiiltiirel degerlere sahip olan tilke-
mizde, turizm sektoriindeki isletmelerin ¢ok iyi yonetilmesi ve ihmal edilmeme-
si gerekir. Ozellikle Avrupa Birligi'ne uyum siirecinde, kurumsallagsma siireci,
turizm sektoriinde de en iyi sekilde uygulanmali ve hedefi olmayan aile islet-
mesi kalmamalidir. Gelecek planlamasini yapmayan, vizyon, misyon ve egitime
Onem vermeyen aile isletmeleri bircok sektorde oldugu gibi, turizm sektdriinde
de uzun vadede devamliligini siirdiiremeyecektir.

Anahtar sézciikler: Turizm, Aile Igletmeleri, Turizmde Kurumsallagsma, Konak-
lama Isletmeleri, Kurumsal Yonetim

ABSTRACT

Approximately %65-80 of the companies in the world and %95 of the companies
in our country have been run by family companies. Because of their positive
economic effects to our country’s economy, family companies’ management
issues and successfully - turning to next generation issues are very important.
In the subject of successfully management of the family companies and stability,
the concept of corporation has become a matter of primary importance.

The goal of this research is to define the importance of corporation issue in
family companies which have been serving in tourism sector. So that, this is a
research that defines and determines the present situation. Extent of the re-
search has been made of by the the family companies which have been serving
in Alanya and Eskisehir. By practicing a poll to the managers of those compa-
nies which is about the corporation subject, it has been determined the impor-
tance of corporation issue for the managers. And it has also been researched
whether there is an istatistically difference between Alanya and Eskisehir com-
panies’ manager - thoughts about the importance of coporation issue or not.

By appling the servey to the companies in both Alanya wich serves to season-
ally tourism and Eskigehir which serves during whole year, it has been an op-
portunity to observe the differences for the perception of “corporation” because
these companies serve in two different areas such as internal and external tour-
isms. As stated of the 4th. Chapter of the research, according to the results of
“t” test 26 of 27 questions which iclude corporation principles and which had
asked to the company managers, there is not a meaningful difference between
companies in Alanya and Eskisehir. In Second Chapter’s third question of the
survey it was asked that “what is the importance given that the company has a
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strategic plan” and according to test results it was found that there is a
meaningful difference. According to general results of the survey it has been
found that there is not a substantial difference in the trend of importance given
to the corporation principles between family companies in hospitality business

in Antalya and the ones in Eskisehir.

All companies are organized to earn money and provide for the family. In
business world the key factor to reach those goals is ensure the costumer satis-
faction. In tourism sector, to ensure the costumer satisfaction is much more dif-
ficult than it does in other sectors. In tourism sector, the ones who produce the
service and the ones who consume the same service are face to face and that’s
why the service has to be flawless and everything in the organisation has to has
a good program and plan and make in accordance with the regulations. As seen
in the servey results, the family companies in hospitality business in Alanya
must have given more importance to have a strategic plan because their cus-
tomer portfolio is cross-culturel and come from various countries.

As the survey applied only in Alanya and Eskigehir, the data and the results
can not commented for whole country but it is hoped that this study give new
useful ideas for the researchs whic will be applied in near future.

The importance of tourism sector are increasing from day to day for our coun-
try. The companies in tourism sector must be manage very well and not be
omitted in our country which has been surrounded by sea from the three sides
and has uniqe beauties and cultural values. Especially, during the adaptaion
period to EU, the corporation process has to be implemented in tourism sector
in a best way and there has to be no family companies who has no targets. In the
long run, the family companies which have no future plans, missions and vi-
sions in tourism sector probably do not maintain theirs durability as it happens
in most sectors.

Key words: Tourism, Family Companies, Corporation in Tourism, Hospitality
Companies, Corporate Governance
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Uzun yillardir yeryiiziinde yasan insanlarin bu giiniin insanlarina biraktigi
mirasin en Onemlisi Kiiltiir Mirast’dir. Bu mirasin bizden sonrakilere de ulas-
masl i¢in tizerimize diisen en 6nemli gorev onlar1 aslina uygun sekilde korumak
ve nedenli bir mirasa sahip oldugumuzu yerli ve yabanci herkese tanitmaktir.
Yakin zamana kadar yapilan ¢ok az calisma varken, son zamanlarda tilkemizde
dokiimantasyon, koruma, restorasyon, yeniden yapma ve tanitma eksenli ¢a-
lismalar hizla artmaktadir. Bu konuda kat etmemiz gereken oldukg¢a uzun bir
yol oldugu goz oniinde tutulursa; en hizli, en dogru, en ekonomik ve en hassas
sekilde ¢oziimler {iretmemiz 6nemli hale gelmektedir.

Bu calismada gelisen teknolojinin sagladigi 3B modelleme olanaklar1 kullani-
larak dijital fotogrametri yontemiyle genelde biiyiik objelerden olusan bizimle
0zdeslesmis Tarihi Kiiltiir Mirasimiz ve Abide Yapitlarin bir 6rnegi olan Alaed-
din Camii'nin 3B modelini olusturmak ve gorsellestirmek amaglanmistir. 4750
m2’lik bir alana yerlesmis olan Alaeddin Camii’'nin 3B modeli yaklagik 200 adet
resimden dijital fotogrametri yontemiyle GPS destekli olarak ¢ikarilmigtir. Olus-
turulan model doku (texture) kaplama yapilarak gorsellestirilmistir. Daha sonra
ise internetten sunumu yapilmak amaciyla VRML formatina doniistiirtilmiistiir.
Alaeddin Camii’'nin i¢ bahgesi de dahil olmak tizere modeli olusturulurken
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kontrol noktalarinin alimi GPSSIT teknigi ile yapilarak, bu kadar biiyiik bir
alanda ag kurmadan, nokta tesisi yapmadan {ilke koordinat sisteminde model
olusturulmustur. Bu sayede Konya merkezi i¢in iilke koordinat sisteminde olus-
turulan {izerine uydu fotografi gecirilmis DTM {istiine 3B model doniisiim
yapmadan kolayca oturtulabilmistir.

Bu yolla tarihi eser veya bina dokiimantasyonu saglayarak; tarihi eser, turizm
ve kent bilgi sistemlerinin en onemli 6gesi olan bina vb. yapilarin etkin bir se-
kilde modellenebilecegi gosterilmistir. GPSSIT destegi ile de kontrol noktalari-
nin Ol¢timiinde kolaylik saglanabilecegi ayni koordinat sisteminde elde edilen
3B modellerin tek bir platformda kolayca gosterilebilecegi ispatlanmigtir. 3B
modeller, olusturuldugu yazilimlarin modelleri farkli veri modellerine doniis-
tiirme yetenegi ile Miniatiirk, Miniaselcuklu benzeri minyatiir parklar icin ¢ok
kolayca minyatiir elde etme olanag1 da saglamaktadir. Ayrica 3B modellerden
tarihi eserleri yeniden olusturma, koruma ve tanitim amaciyla mimarlik ve ar-
keoloji alaninda da faydalanilabilecegi ortaya konmustur.

Diinya turizm pastasindan pay almak isteyen iilke ve girisimciler tanitim ¢a-
lismalarina oldukga biiyiik miktarlarda kaynak aktarmaktadirlar. Bu kaynakla-
rin ¢ok aziyla yukaridaki bahsedilen galismalar profesyonelce yapilip hem kiil-
tiirel miras kayit altina alinmis olur hem de etkili bir tanitim ¢alismas1 yapilmis
olur. Internet ve interaktif araclarla diinyanin her yerine ulasan ¢alismalar1 go-
ren hedef kitle ise diinya goziiyle bu mekan ve yapilari1 gdrmeyi diisiinecektir.

Anahtar sozciikler: Kiiltiirel Miras, Alaeddin Camii, 3B Model, GPSSIT

ABSTRACT

Cultural heritage is one of the most important assets left by ancient people to
our time. What we should do to leave and carry these values to our next genera-
tion is to prevent of these cultural assets in the way they were originally. Up to
current days, there were a few studies, but now, in our country, studies as resto-
ration, prevention, restitution, reconstruction, documentation and presentation
are increasing very rapidly. If we consider there is still long way to see the end,
it is extremely crucial to produce fastest, more accurate, more economic and
more precise solutions.

In this study, it is aimed to build and to visualize a 3D model of Alaeddin
Mosque using 3D modeling technique by the help of developing technologies in
photogrammetry such as digital phototogrammetric methods. So that, the main
scope of this study becomes to build a sample (such as Alaeddin Mosque) that
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opens a way for digital documentation of historical assets in Konya. The 3D
Model was extracted from approximately (ca.) 200 images of Alaeddin Mosque
by a digital camera and by using digital photogrammetry technique supported
by GPS. Alaeddin Mosque occupying 4750 m2 on top of Alaeddin Tumulus is
one of great historical assets from Selcukies. Generated model was visualized by
photogrammetricaly projected original texture and has been transferred into
VRML format aiming to internet demonstration. Before the creation of 3D
model of Alaetdin Mosque, GPSSIT was used to measure control points includ-
ing those chosen in internal garden of the mosque. The use of GPSSIT measur-
ing technique provided a serious flexibility for measuring of control points on
facades of the mosque without depending on a network of points established on
the ground and surrounding the mosque. So that, it became possible to fix the
produced 3D model easily on DTM textured by satellite image in global coordi-
nate system.

In this way, it is showed that efficient modeling of building and similar struc-
tures which are the most important components of historical assets, tourism and
City Information Systems is possible. By this study, it is also proved that control
point measurement supported by GPSSIT facilitates the measurement process
and 3D models produced in the same coordinate system by GPSSIT can be com-
bined in one unique platform. 3D models that have software possibilities for
transforming them into several formats provide opportunities to produce easily
miniatures for miniature parks such as Miniaturk, Miniasulcuk. 3D models also
provide a medium for reconstruction, prevention, and presentation of historical
assets in terms of architectural and archeological works.

When cultural heritage or building documentation are provided in the way
that was studied under this study, it was showed that buildings which are the
main components of a cultural heritage, a tourism and a city information sys-
tems can be effectively modeled. It was indicated that it is possible to utilize 3D
modeling with aims of reconstruction, preservation and publication of cultural
heritage such as architectural and archaeological applications.

Countries and constructors that desire to take a part from a world tourism pie
transfer resources in great amounts for publicity works. On the other hand, by
few of these financial resources, the works mentioned above can be done pro-
fessionally. So that, cultural asset can be taken into record and documented and
can be presented actively. Target people who see these presentations that reach
to each corner of the world by internet and interactive tools want to see and visit
the places where assets are.

Key words: Cultural Heritage, Alaetdin Mosque, 3D Model, GPSSIT.
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Bu arastirma, Anadolu Otelcilik ve Turizm Meslek Liselerinde, staj yapmuis lise
2. ve 3. smuf dgrencilerinin turizm sektdriinde ¢alismaya karsi tutumlarinin ve
staj yaptiklar1 otellerden memnuniyet diizeylerinin tespit edilmesi, ayrica otel
isletmelerinin de oralarda staj yapan ogrencilerden memnuniyet diizeylerinin
ve stajyer Ogrenci calistirmaya karsi bakis agilarinin tespit edilmesi amaciyla
planlanip, yuriitiilmiistiir.

Stajyer Ogrencilerin turizme karsi tutumlarin tespit etmek amaciyla MEB’e
bagh olarak faaliyet gosteren 6 Anadolu Otelcilik ve Turizm Meslek Lisesinin X.
ve XI. siniflarinda 6grenim goren toplam 272 Ogrenci ile Antalya ilinde turizm
faaliyetinde bulunan 37 otel isletmesinde toplam 37 otel yoneticisine anket uy-
gulanmgtir.

Aragstirmaya katillan 6grencilerin % 77,6’s1 erkek, % 22,411 kiz; 6grencilerin
%64,0'1 X. sinifta, % 36,0'1 XI. siifta 6grenim gérmektedir.
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Arastirmaya katilan otel yoneticilerinin ise %91,9'u erkek, % 8,1’i kadindur.
Ankete katilan otel yoneticilerinin % 64,9’u tiniversite, %35,1’i lise mezunudur.
Yoneticilerin % 72,9'u ingilizce, Almanca ve Rusca dillerinden en az iki tanesini
konusabilmektedir. Otel yoOneticilerinin % 56,81 turizm egitimi, % 67,6’s1 da
yoneticilik egitimi almamustir.

Isletmelerde staj goren dgrencilerin % 91,51 ii¢ 6giin yemegini diizenli olarak
yemistir. Ogrencilerin % 72,1’i giinde 8 saatin iizerinde calismistir; % 66,5'i haf-
talik izinlerini diizenli olarak kullanmistir. Staj siiresince 6grencilerin % 84,2’si
asgari iicretin en az % 601 ve daha fazla icret almislardir.

Ogrencilerin % 65,1'i okulda edindigi teorik ve pratik bilgileri isletmede kul-
lanabilmislerdir. Ogrencilerin % 88,2’si koordinatdr dgretmenlerin staj siiresince
en az ayda bir kez geldigini belirtmislerdir. Ogrencilerin % 56,6'sina isletmede
herhangi bir hizmetigi egitim verilmemistir. Ogrencilerin % 64,0t isletmede
birlikte galistiklari personelin isi 6gretme konusunda kendilerine yardimci ol-
dugunu belirtmislerdir. Ogrencilerin % 26,51 licret distikligi, is glivencesi, is
riski, ortam, mevsimlik olmasi, statii vb. nedenlerle turizm sektoriinde calisma-
y1 diistinmemektedir.

Arastirma sonuglarina genel olarak bakildiginda Anadolu Otelcilik ve Turizm
Meslek Lisesi 6grencilerinin turizm meslegine karsi olumlu bir tutum sergile-
medikleri sdylenebilir. Bununla birlikte tutum diizeylerinin “kararsizim” kate-
gorisi igerisinde yer almasi nedeniyle meslege yonelik ¢cok olumsuz bir tutum
gostermedikleri anlasilmaktadir. Bunun nedeni staj siireci igerisinde 6grencile-
rin yasadiklar1 bir¢ok probleme baglanabilir.

Yoneticiler ile ilgili sonuglar incelendiginde, Anadolu Otelcilik ve Meslek Li-
sesi 0grencilerine yonelik olumlu bir tutum sergiledikleri sdylenebilir. Bununla
birlikte tutum diizeylerinin “kararsizim” kategorisine yakin oldugu da g6z ardx
edilmemelidir. Yoneticilerin 6grencilere yonelik olumlu yonde hisler tasidiklari
seklinde yorumlanabilir.

Anahtar sézciikler: Anadolu Otelcilik ve Turizm Meslek Lisesi, Turizm Egitimi,
Turizmde Staj Faaliyetleri

ABSTRACT

This search has been planned and conducted for finding out two things: One is;
whether the students of 10th and 11th classes at Anatolian Hotel Management
and Tourism Technical High Schools, who have undergone training hotels,
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want to work at Tourism sector in the future and whether they are happy whit
these hotels or not. Second thing is; whether the hotel business administrations
are happy with these students and what they think of having the students work
there.

The students of 10th and 11th classes at six Anatolian Hotel Management and
Tourism Technical High Schools, which are related with MEB, and 37 hotel
managers in Antalya has been taken into a pool for getting knowledge about the
students” thoughts of tourism.

77.6 % of the students in this search are boys, 22.3 % of them are girls; and
64.0 % of them are at 10th class, 36.0 % of them are at 11th class.

91.9 % of the hotel managers in this search are men, 8.1 % of them are women;
and 64.9 % of them are graduated from university, 35.1 % of them are graduated
from high school. 72.9 % of the hotel managers are able to speak two languages
at least; English, German, Russian. 56.8 % of the hotel managers have no educa-
tion of tourism and 67.6 % of them have no education of management.

91,5 % of the students who have undergone training at hotels could have
lunch regularly. 72.1 % of the students have worked over 8 hours a day, 66.5 %
of them have had a free day in a week. In the training period, 84.2 % of the stu-
dents have had their wages. They were 60 % of minimum wages.

65.1 % of the students were able to use their theoric and practical knowledges
which they had at schools. 88.2 % of the students told that the coordinator
teachers had visited at least once a month. 56.6 % of the students haven’t had
any training education at the hotels. 64.0 % of the students told that the person-
nel had helped them about getting experience. 26.5 % of the students don’t plan
to work at tourism sector because of the low wages, the job risk, the job envi-
ronment, temporary nature of the job, the career etc...

Having a view of the search results; it can be said that the students aren’t
positive to the jobs in Tourism. In addition, their thoughts include “I'm unde-
cided”, so we can think they aren’t unwilling for the tourism sector. The reason
of their negative attitudes can be the problems in the training period.

At the general view of the search results; it can be said that the managers have
good manners to the students of Anatolian Hotel Management and Tourism
Technical High Schools. In addition, their manners are like “I'm undecided.” So
we can say the managers are glad with the students.

Key words: Anatolian Hotel Management and Tourism Technical High School,
Tourism Education, Training Activities in Tourism.
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Insanlarin yapmis olduklar1 seyahatleri esnasinda; konaklama, yeme-igme ve
eglence ihtiyaglarini karsilayan konaklama isletmeleri, her gecen giin biiyiiyerek
gelismekte ve daha karmasik bir yapiya sahip olmaktadir. Biiyiiyerek gelisen
konaklama isletmeleri, giderek artan rekabet kosullarinda, verimliliklerini artti-
rabilmek icin faaliyetlerini profesyonel bir sekilde gerceklestirmek zorunlulugu
hissetmekte ve faaliyetlerini profesyonelce siirdiirebilmek igin de cesitli de-
partmanlar olusturmaktadirlar.

Bu departmanlar; konaklama isletmelerinin yapisina, biiyiikligiine, isletme
politikalarma gore farkliliklar gosterseler de, genellikle yonetim departmani,
onbiiro departmani, muhasebe departmani, kat hizmetleri departman, yiyecek-
icecek departmani, teknik servis departmani ve giivenlik departmani olarak
siniflandirilirlar. Yapilan bu siniflandirma gercevesinde her departman kendi
gorevleri dogrultusunda 6nem arz etse de, konaklama isletmelerinin siireklili-
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ginin saglanmast departmanlar arasindaki etkili iletisimin basarisina baghdir.
Konaklama isletmeleri igerisinde onbiiro departmani yonetim ve diger depart-
manlarla stirekli iletisim igerisinde bulunarak bilgilerin toplanmas1 ve dagtil-
masi iglemini yapar. Bilgiler onbiiro da toplanir ve yazili iletisim yoluyla biitiin
departmanlara dagitilir. Onbiiro departmani yapmus oldugu bu koordinasyon
faaliyetlerinden dolay1 ‘otelin beyni’ olarak tanimlanur.

Konaklama isletmelerinde, departmanlar aras1 koordinasyonu saglayan, is-
letmenin beyni konumundaki énbiiro, yonetim ve diger departmanlarla iletigi-
min yaninda, konuklarla iletisimin de en yogun gergeklestigi departman olmasi
agisindan biiyiik dnem tasimaktadir. Onbiiro ile konuklar arasinda oda satis
siireci ile baslayan, rezervasyon, karsilama ve giris, konaklama ve c¢ikis siireci
ile devam eden ve ¢ikis sonrasi siireg ile son bulan uzun ve yogun bir iletisim
siireci yasanmaktadir. Konaklama isletmeleri hizmet sektorii igerisinde yer alir
ve en Onemli unsur insandir. Hizmet sektorii, emegin yogun kullanildig: bir
yapiya sahiptir. Bu nedenle konuklarla iletisimin yogun bir sekilde gerceklestigi
onbiironun konuklarla iletisimdeki basarisinin, konuklarin memnuniyeti ve
buna bagli olarak isletmenin verimliligi tizerinde etkisi biiyiiktiir. Bunun igin
onbiiro departmani, isletmelerinde konaklayan konuklariyla etkili bir iletisime
girerek, konuklarda olumlu bir imaj olusturmak ve konuklarin otellerden mem-
nun ayrilmalarmi saglamak zorundadur.

Bu konuyla ilgili yapilan ¢alismada amag; konaklama isletmeleri dnbiiro de-
partmaninda yasanan iletisim sorunlar1 ve bu sorunlarin verimlilik tizerindeki
etkilerini ortaya c¢ikarmak ve isletme yoneticilerini bu dogrultuda yonlendir-
mektir. Calismada konaklama tesislerinin 6nbiiro sorumlulariyla goriismeler
yapilarak yiiz yiize iletisim aracilig1 ile her bir yoneticiye on sekiz soru sorul-
mus ve bu sorulara cevap vermeleri istenmistir. Sorularin cevaplandirilmasi
asamasinda yapilan gozlemler ve sorulan sorulara verilen cevaplar not alinmig
ve alinan notlarin degerlendirilmesi ile ¢alismanin sonucu ortaya ¢ikmistir. Ya-
pilan degerlendirmeler ile ¢ikarilan sonug; konaklama isletmeleri 6nbiiro de-
partmaninda yasanan iletisim sorunlarinin verimlilik {izerinde olumsuz bir rol
oynadig1 yoniindedir. Bu nedenle konaklama igletmeleri yoneticileri tarafindan,
onbiiro departmaninda verimliligin korunmasi ve arttirilmasi icin, saglikli bir
iletisim sisteminin olusturulmasi, personelin iletisim konusunda egitilmesi ve
iletisim sorunlarini dogurabilecek ortamlarin olusmamasi i¢in 6nceden tedbirler
alinmasi gerektigi diistiniilmektedir.

Anahtar sozciikler: Konaklama i§letmeleri, Otel, Onbiiro, Heti@im, Verimlilik.
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ABSTRACT

The accommodation facilities, which meet the accommodation, food& beverage
and entertainment requirements of travellers, are developing day by day and
changing into a more complex structure. Under rising competition conditions,
those developing facilities need more professional operations to increase their
productivity and constitute new departments in order to operate more profes-
sionally.

Although those departments change according to the structure, size, and poli-
cies of the accommodation facilities, they are usually classified as management
department, front office department, accountancy department, food and bever-
age department, technical service department and security department. Though
each department has importance for its own duty, the continuity of accomoda-
tion facilities is dependent on the success of effective communication among
departments. The Front Office Department collects and distribute information
between the management and other departments. The information is collected
by front office department and is distributed in black and white to other de-
partments. Consequently, the front office department is defined as ‘the brain of
the hotel’. The Front Office, which supplies the coordination among depart-
ments, has a great importance since it has the most intensive communication
among hotel management, guests and other departments. A long and intensive
communication process, starting with selling rooms, welcoming and check-in,
accommodation and check-out and ending by leaving, exists between the front
office and the guests.

Accommodation facilities take part in the service sector and the most impor-
tant component is the human. Service sector has a dense labour configuration.
So the success of the Front Offices, which have the intensive communication
with the guests, in guest relations has a great effect upon guest satisfaction and
the productivity of facilities. For this reason, Front Offices must create a posi-
tive image on guests by a fine communication and provide client satisfaction.

The aim of this study is to reveal the communication problems, the effects of
those problems and to guide the managers of facilities. In this study, front office
managers have been interviewed and each has been asked eighteen questions.
Observations during the answering phase and answers have been noted and the
result has been achieved by the evaluation of those notes. The achieved result is
that the communication problems occurred in front offices of accommodation
facilities play a negative role on the productivity. For this reason, it is thought
that a healthy communication system must be formed, personnel must be edu-
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cated about communication and some measures must be taken in advance to
prevent the possible communication problems by the managers of accommoda-
tion facilities in order to keep and increase the productivity in front office de-
partments.

Key words: Accommodation Facilities, Hotel, Front Office, Communication,
Productivity.
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Tatile ¢ikma basit ya da karmasik bir yapiya sahip olabilen bir karar verme sii-
recini icermektedir. Bu karmasik ya da basit yapmin diizeyi, goriilen degisik
kararlar, farkliliklar, turistlerin gesitli 6zellikleriyle ortaya ¢ikan bircok degiske-
ne baghdir. Bu degiskenlerin olusmasini ve satin alma kararimni etkileyen bazi
faktorler bulunmaktadir. Bu faktorler, tiiketici hareketlerinin kisiden kisiye de-
gisiklik gostermesinin en biiyiik nedeni olarak ortaya ¢ikmaktadir. Iste bu fak-
torler tiiketici davranigi olarak tanimlanan ve {izerinde énemle durulan bir ko-
nunun bir pargasini olusturmakta ve zaman zaman da tiiketici davranislarinin
kendisi olarak algilanmaktadir. Tiiketiciler, ihtiyacin hissettikleri her tiirlii {irtin
veya hizmeti yani gesitli faaliyetlerle uyandirilan diirtiilerin viicutlarinda ya-
ratmis oldugu fizyolojik veya psikolojik bazi azaltilmasi veya giderilmesi gere-
ken seyleri, satin alarak ya da kiralayarak karsilamaya c¢alismaktadirlar. Dolayi-
styla satin alma davranisy, birey veya bireylerin kendileri igin basit bir problem
¢ozlimil olarak goriilebilmektedir. Bu agiklamaya gore tiiketiciler, dikkatli bir
diisiinme siirecini kullanan mantikli sorun ¢oziiciiler olarak degerlendirilmek-
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tedir. Konuya turizm veya hizmet sektoriinde tiiketici davranislar olarak bakti-
gimizda bu sektoriin yapisal 6zelligi olan dinamik olma &zelligi nedeniyle tu-
rizm veya diger hizmet sektorlerinde tiiketici davramiglar: oldukga hassas bir
konudur. Ornegin, turizmde tiiketiciler ziyaret amagl gezi yapacaklari bolge
veya bolgelere karar vermeden 6nce bir beklenti i¢ine gireceklerdir. Var olan bu
beklentileri ise, ¢esitli pazarlama faaliyetleri sonucunda artabilecek ya da azala-
cak ve bunun sonucunda tatil i¢in belirli bir bolge segilecektir. Bolge segimi a-
samasinda tiiketicilerin edinecegi her yeni bilgi, turistin beklentilerini yeniden
gozden gecirerek, kendisine bolge se¢ciminde yardimcr olacaktir. Turizm sekto-
riniin en 6nemli 6zelligi olan 6nceden denememe 6zelligi sonucunda (bir tatil
bolgesinin daha dnceden goriilmemesi ya da test edilmemesi gibi), turistlerin bu
bolgeden olan beklentileri de belirsiz olabilecektir. Aileler, turizm sektoriiniin
temel miisteri portfdyiinii olusturan turizm ekonomisinin en biiyiik gelir kay-
nagim saglayan kiiclik sosyal gruplardir. Bu kiigiik sosyal gruplarin icerisinde
tatile ctkma karar1 gibi konularda son satin alma kararlar1 verilirken hangi aile
tiyesinin daha fazla etkili oldugu ya da hakim giiciin hangi aile tiyesinin oldu-
gunu belirleyebilmek, gerek bolgesel gerekse isletme bazinda pazarlama agisin-
dan, daha genis bir deyisle genel olarak turizm pazarlamasi agisindan, 6nemli
bir stratejik noktadir. Bu tez calismasimin amaci da, hem genel cerceveleriyle
tiiketici davraniglar1 konusunu ele almak hem de tatil amacli seyahat eden aile
gruplarinin gerek bolge, gerekse konaklama yeri se¢imi ve bunlara paralel ola-
rak yapilacak aktivitelere katilim ile birlikte tatile ayrilan zaman ve biitce gibi
konularda, aile iiyeleri arasinda nasil bir karar verme siirecinin olustugunu
belirlemeye ¢alismaktir. Bu kapsamda Tiirkiye'ye giris yapan yabanca turist
gruplar1 ornek kitle olarak ele alinmis olup, arastirmanin sonuca ulasabilmesi
i¢in bir anket ¢alismasi yapilmuistir.

Anahtar sozciikler: Karar Verme Siireci, Tiiketici Davranisi

ABSTRACT

Going on a vacation contains a decision-making process that may have a simple
or a complex structure. The level of this structure depends on many variables
that arise in form of various decisions, differences and several features of tour-
ists. There are some factors that effect the occurrence of these variables and the
purchasing decision. These factors appear as the most important reason for
changing of consumer movements from one person to another. Such factors
constitute a part of an issue defined as the consumer behaviour which should be
given utmost importance and from time to time perceived as consumer behav-
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iour themselves. In general, consumers try to meet their requirements for any
products or services, i.e. some physiological or psychological needs created by
some motivations imposed in several activities within their need to be reduced
or eliminated, either by purchasing or leasing them. Therefore, the purchasing
behaviour can be considered as a simple problem-solving for individuals them-
selves. According to this explanation, consumers are evaluated as the logical
problem-solvers who use a careful thinking process. When we look at the issue
as consumer behaviour in tourism or service, consumer behaviour in tourism or
service is quite a sensitive matter due to its dynamic feature, which is a struc-
tural characteristic of this sector. For example, in tourism, visitors will enter into
an expectation before they decide on the region or regions to where they are
going to make a tour for visiting purposes. Such expectations may either in-
crease or decrease as a result of various marketing activities and consequently a
specific region will be selected for a vacation. Each new information that con-
sumers may acquire at the stage of selecting a region will help tourists in their
selection of the region by reviewing their expectations. As a consequence of the
non-pretesting feature (e.g. unability to precheck or pretest a vacation place
beforehand), which is the most important feature of tourism industry, the ex-
pectations of tourists from a particular region may further be ambiguous. Fami-
lies are the small social groups forming the basic customer portfolio, which en-
sure the greatest income source of the economy. The ability to determine which
family member would be more influencial or dominant when final purchasing
decisions are taken within such small social groups on any issues such as going
on a vacation is an important strategical point with respect to marketing both on
regional and operational basis or, in general, with tourism marketing. Hence,
the purpose of this study is to deal with the consumer behaviour within a gen-
eral frame as well as trying to determine what kind of decision-making process
occurs among the family members on any issues such as time and budget spent
for a vacation by family groups with regard to the selection of destination and
accomodation facilities and activities. In this context, the foreign tourist groups
entering Turkey have been dealt with as a sample.

Key words: Decision Making Process, Consumer Behavior.
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Turizm, Avrupa’da savas sona erdikten sonra endiistrinin gelismesiyle kitle
tasima aracglarinin daha uzun mesafelere, daha kisa zamanda ve daha konforlu
yolculuk sunmasi, agirlama sektoriinde konfor ve kalitenin zaman iginde art-
masit ile cazip hale gelmistir. Ekonomik refahin artmasi, yillik {icretli izin haklar:
ve ¢alisma siirelerinin kisalmasiyla olusan bos zamanlarin artmas: sonucu ola-
rak tatil yapmaya ve seyahatlere daha ¢ok zaman ayrilmaya baslanmistir. Kitle
iletisim araglarimin yayginlasmasi ile insanlarda basinda okuduklari, radyoda
duyduklari, daha sonrasinda da televizyonda ve internet ortaminda gordiikleri
yerleri merak etme ve oralara gitme istegi ortaya gikmustir. Sosyal reformlar ile
sosyal turizm gelismis, gengler, dar gelirliler ve engelli kisiler de turizmi yasa-
ma sansi elde etmislerdir. Ust yas grubundaki insanlar saglik alaninda gelisme-
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lerle insan 6mriiniin uzamasi ve uluslararasi gegerliligi olan saglk sigortasi ile
emeklilik zamanlarinda diinyay1 dolasmaya baslamigslardir.

Bu tezin amaci, diinyada gelisen turizm akimindan Tiirkiye'nin daha fazla ya-
rarlanabilmesi amaciyla turizmde cesitlendirmelerin yapilmasi, bu baglamda
Osmaniye'nin Turizm Merkezi veya ekoturizm ve kiiltiir turizmi potansiyeli ile
Kiiltiir ve Turizm Koruma ve Gelisim Bolgesi olmasi gerektigini gostermektir.

Turizm, siirekli ¢alisan ve monoton bir is yasantisi siirdiiren insanlarin dinle-
nerek ve enerji kazanarak islerine tekrar donmek igin tatil yapma ihtiyacini gi-
deren bir olgu ve diinya barisina katki saglayan ve iktisadi yonden gelir arttirict
ve istihdam yaratic1 bir olaydir. Kiiresellesme sonucu iilkeler ve bolgeler ara-
sinda olusan gelir dagilimindaki bozulmanin normallesebilmesi amaciyla tu-
rizmin gelir artirict ve istihdam yaratici 6zellikleri kullanilabilir. Bu amagla,
bolgesel kalkinma politikalar i¢inde turizme gereken onemi vermek, stirdiirii-
lebilir kalkinmay siirdiiriilebilir turizm ilkelerine bagh kalarak saglamak; cev-
reye, topluma, tarihi ve kiiltiirel dokuya zarar vermemek, tiim degerleri eko-
nomiye, dolayisiyla topluma katki saglayacak sekilde ele alip degerlendirmek
gerekmektedir.

Tezin ilk boliimiinde bolgesel kalkinma politikalar1 incelenmis, Tiirkiye’deki
uygulamalar1 arastirilmis ve turizme yeterince 6nem verilmedigi goriilmiistiir.
Turizmin gelismedigi ve dogal yap1r ve ¢evrenin bozulmadig) iller i¢in turizm
planlamalar1 yapilirken siirdiiriilebilir turizme uygun projeler gelistirilmesi
onemlidir. Bolgesel Kalkinma Politikalar1 ¢ercevesinde turizmin stirdiiriilebilir
oldugu, cevreyle uyumlu projeler arastirilmistir.

Dokuzuncu Kalkinma Plani, Turizm Ozel Thtisas Komisyonu Raporu ana po-
litikalarindan bir tanesi “turizm sektoriiniin bolgeler arasindaki gelir ve gelis-
mislik dengesizliklerinin azaltilmasi yoniinde katkida bulunmasi”dir. Amaclar
arasinda tilkeye daha ¢ok turist gelmesinin yan1 sira kisi basina diisen geliri ve
sunulan hizmetin kalitesini artirmak, pazarlama kanallarini cesitlendirmek,
dogal sermayeyi koruyan ve stirdiiriilebilir kilan karsilastirmali rekabet {istiin-
liigline uygun turizm cesitlerini 6n plana ¢ikarmak ve sadece kamu kaynaklari-
n1 kullanmak yerine yeni kaynaklar yaratma asamasina ge¢mek yer almaktadir.

Tezin ikinci boliimiinde Cukurova Bolgesi icinde Osmaniye’nin turizm arz ve
talebi degerlendirilmis, dogal ve kiiltiirel varliklar sunulmustur. Bolgesel Kal-
kinma stratejileri cercevesinde; 24.10.1996 tarihli ve 4200 Sayil1 Kanun ile il sta-
tiistine kavusan Osmaniye i¢in gelistirilebilecek turizm gesitleri arastirilmistir.
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Tezin tiglincii boliimiinde yerel halkin turizme bakisini inceleyebilmek igin
merkez ve alt1 ilgede niifusun binde birini kapsayacak sekilde 459 kisiye anket
yapilmigtir. Anket sonuglar1 yorumlanmis, “UZFT (Ustiinliikler, Zayifliklar,
Firsatlar, Tehditler)” analizi yapilmis ve 6neriler sunulmustur.

Osmaniye’de yatirim onceliginin matematiksel olarak belirlenmesi amaciyla
GSV (Gearing, Sward, Var) kaynak dagitim modeli 6nerilmistir. Model ¢6zii-
miinde yoneylem arastirmasi ¢oziim tekniklerinden faydalanilmaktadir. GSV
Modelinin manti§inin daha kolay anlasilabilmesi amaciyla turizm potansiyeli
degerlendirme modeli ayrica verilmistir.

Anahtar sozciikler: Bolgesel Kalkinma, Stirdiiriilebilir Turizm, Turizm Potansi-
yeli, Model Onerisi, Osmaniye

ABSTRACT

During the post-WWII industrial era, tourism has gained its appeal since im-
provements in mass transportation have enabled longer distance travels at
shorter times by more comfortable means and the convenience and quality lev-
els in the hospitality industry have increased. People have started to spare more
time for their vacations as a result of rise in economic wealth and availability of
more leisure time, thanks to increased annual pay vacations and shortened
working hours. With the spread of mass communication media, such as; news-
papers, radios, televisions and the internet, people have become more curious
about other places and their drive to visit them has increased. Owing to social
reforms; social tourism has also shown an improvement where more of the
youth, the poor and the disabled have found the opportunity for traveling.
Moreover; third age groups have joined the trend of traveling the world since
life expectancies have lengthened with the improvements in the health area and
internationally recognized health insurances were made available to more people.

The purpose of this study is to contribute to diversification of Turkey’s tour-
ism product and in this context; to show that Osmaniye should be assessed as a
Tourism Center or, with its ecotouristic and cultural potential, a Culture and
Tourism Conservation and Development Zone.

Tourism is a phenomenon that satisfies the recreational needs of those who
continuously work and live a monotonous work life and that empowers world
peace and contributes to the employment and economic wealth. Those income
and job generating aspects of tourism can be used in order to normalize the
degradation in income distribution among countries and regions of the globaliz-
ing world. Therefore; it is necessary to consider tourism as a player in regional
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development policies, to realize sustainable tourism in accordance with the sus-
tainable development principles, to unharm the environment, the society, and
historical and cultural texture and, to assess every aspect in a way that makes
them contribute to the economy, namely the society.

The first part of the study examines regional development policies and its
practices in Turkey and implies that tourism has not received the enough con-
sideration. It is important to develop sustainable project when dealing with
planning issues of the underdeveloped and unexploited provinces. Therefore;
environmentally friendly and sustainable tourism projects, which are in the
frameworks of Regional Development Policies, were sought.

One primary policy in the Ninth Development Plan’s Tourism Special Exper-
tise Commission Report states that “tourism industry is a player in eliminating
the instable interregional development and income balance”. Among the objec-
tives are attracting more tourists, increasing per capita income, enrichment of
service quality, diversification of market distribution channels, promotion of
those tourism alternatives which conserve and sustain natural capital and con-
tribute to competitive advantage and, to generate options other than public
resources.

In the second part of the study Osmaniye’s tourism supply and demand in the
Cukurova Region were assessed and natural and cultural assets were intro-
duced. Tourism alternatives for Osmaniye, who has gained its provincial status
on 24.10.1996 with the Act No. 4200, were sought in the light of Regional Devel-
opment strategies.

The third part of the study covers the questionnaire which was administered
to 459 subjects in the six districts, representing one thousandths of the popula-
tion, in order to examine the residents’ attitudes towards tourism. The ques-
tionnaire findings were discussed and a SWOT (Strenghts — Weaknesses — Op-
portunities — Threats) analysis was made based on literature review and elite
interviews with authorities and relevant recommendations were provided.

As concluding part of the study; a resource distribution model, GSV (Gearing,
Sward, Var), has been suggested in order to mathematically state the investment
priorities in Osmaniye. The model is solvable by operations research techniques.
In order to clarify the logic the GSV Model, another model for tourism potential
assessment has also been provided.

Key words: Regional Development, Sustainable Tourism, Tourism Potential,
Model Proposal, Osmaniye.
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Gilintimiiziin degisen diinyasinda, isletmeler kendilerini siirekli gelistirme caba-
s1 igerisine girmektedir. Bir isletmenin bu tiir yeniliklere, ilerlemelere hizla u-
yum saglamasi da teknolojiden ¢ok calisanlarinin performansiyla ilgilidir. Bu
nedenle, ¢alisanlar artik isletmelerin varligimi devam ettiren en 6nemli unsur
haline gelmistir ve oncelik insan kaynagmin motivasyonuna, gelisimine veril-
mistir. Bu siireg igerisinde c¢alisanlarin duygular1 da 6nem kazanmaktadir. Per-
soneline olumlu duygular hissettiren isletmelerin verimliligi daha yiiksek olur-
ken, olumsuz duygular veren isletmelerde huzursuz is ortami ve dolayisiyla
tatminsizlik fazlasiyla goriilmektedir. Bu ¢alismada, isyerinde olumsuz sonuglar
doguran “engellenme duygusu” konu edilmistir.

“Engellenme” bir amacin gerceklesmesi i¢in bireyin yoneldigi dogrultuda bir
engelin bulunmasi nedeniyle ihtiyacin karsilanamamas: durumuna denir. En-
gellenmeyi baglatan durum, ihtiyacin karsilanmamasi ya da ertelenmesidir.
Thtiyaci karsilanmayan birey ise hayal kiriklig1 ile birlikte engellenme hisseder.
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Ornegin; bir orgiitte ¢alisan birey igin en belirgin engel terfi etmeyi beklerken,
oniiniin kesilmesidir. Belli bir zaman kisitlamasi ile ¢alisan, bu zaman siniri
iginde bir isi bitirmesi beklenen ve isini bu zaman sinir1 iginde bitirmesini engel-
leyen tiim aksakliklar engellenme kaynagidir. Calisma hayatinda bu duygu is
tatmini agisindan biiyiik 6nem tasimaktadir. Hizmet sektoriinde calisanlarin
psikolojik durumlarmin miisteri memnuniyetini beraberinde getirdigi diisiinii-
liirse bu 6nem konaklama isletmeleri agisindan daha da artmaktadr.

Bu ¢alismanin amaci; genel olarak engellenme kavramini agiklayarak orgiit-
lerde hangi kosullarda engellenmenin ortaya ¢iktigini, ¢alisanlarin engellenme
durumunda neler hissettikleri ve ne tiir tepkiler verdiklerini ortaya koymak ve
bu duygunun is tatminine nasil yansidigini arastirmaktir.

Engellenme duygusu ¢alisanlarin is hayatlarini, motivasyonlarini ve tatmini-
nin etkileyen 6nemli bir faktordiir. Literatiirde genel olarak engellenme duygu-
sunun psikolojik boyutlari ile ilgili calismalar olmasina ragmen, orgiitsel boyut-
ta ¢ok az calismaya rastlanmaktadir. Tirkiye'de is hayatinda engellenme kav-
ramini 1990 yilinda Sn. Jale Minibas incelemistir. Bu ¢alismada 6zel ve devlet
okullarinda ¢alisan 6gretmenlerin is tatmini diizeyi ve bu diizeyin engellenme
ile iliskisini incelenmistir. Bunun disinda baska bir calismaya rastlanmamakta-
dir. Yabanc literatiirde ise; Paul Spector'in ¢alismalar1 mevcuttur. Spector di-
sinda, Keenan & Newton (1984), Heacox (2005) orgiitsel engellenme konusunu
calismuglardir. Temel olarak, bu kaynaklar esas alinacaktir. Calisma, bu yontiyle
literatiire yapacagi katki bakimindan énem tagimaktadir.

Calismanin kapsaminda oncelikle engellenme kavramu aciklanacak ve genel
anlamda engellenmenin nedenleri, engellenme tiirleri, engellenmeyle basa cik-
ma yollarina yer verilecektir. Daha sonra orgiit igerisinde engellenme duygusu-
nun kaynaklari, etkileri ve ¢alisanlarin engellenmeye kars: gelistirdikleri reaksi-
yonlar1 incelenecektir. Arastirma kisminda ise; Suzy Fox ve Paul Spector
(1999)'1n “A model of work frustration-aggression” adli ¢alismasinda yer alan
anket kullanilacaktir. Ankette yer alan olgekler ise sOyle siralanmaktadir: du-
rumsal baski 6lcegi (13 madde), engellenme 6lcegi (3 madde), is tatmini Slgegi
(3 madde), is tepkileri 6lcegi (27 madde). Anket ¢alismasi, Antalya’da 4 adet 5
yildizli otele sahip olan bir zincir isletmesi ve 4 adet bagimsiz 5 yildizl1 konak-
lama isletmesinin ¢alisanlarina uygulanacaktir. Daha sonra elde edilen veriler
SPSS araciligiyla analiz edilerek ¢ikan sonuglara gore onerilerde bulunulacaktir.

Anahtar Kelimeler: Engellenme, Saldirganlik, Konaklama Isletmeleri, Calisanlar
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ABSTRACT

In changing world, companies strive for improving themselves. Coordinating
with these innovations and advancements is concerned about employees’ per-
formance as well as technology. Therefore, employees are the most important
element for companies’ surviving and companies give priority for motivation
and development of human resource. In this process, employees’ emotions are
getting important. While companies which make employees feel positive emo-
tions have high productivity, on the other hand, in companies which make em-
ployees negative emotions, unpeaceful workplace and dissatisfaction are seen
very often. In this research, frustration which finds out negative results is men-
tioned as title of the thesis.

“Frustration” is an interference with the occurrence of an instigated goal-
response at its proper time in the behavior sequence. Unfullfillment or delay of
needs is the first step of this process. Person whose needs are unfulfilled or de-
layed feels disappointed and frustrated. For example, in an organization, the
clearest frustrator for employee is blocking him while he is waiting for a rise.
Time limitations, all problems while doing job are sources of frustration. In job
life, this emotion is very important for job satisfaction. When it is thought that
psychological situation of employees brings customer satisfaction in service
industry, this importance is considerable for accommodation companies.

The purpose of this study is to find out form of frustration in organizations,
its reasons, employees’ feelings and their reactions to frustration and the rela-
tionship between frustration and job satisfaction by explaining frustration concept.

Frustration is major factor affecting employees’” work life, their motivation
and satisfaction. Although there are many studies about frustration about psy-
chological dimension, organizational studies are very limited. In Turkey, Jale
Minibas (1990) studied frustration concept. She searched the level of job satisfac-
tion of teachers working in common end private schools and relationship be-
tween job satisfaction level and frustration. In foreign literature, Paul Spector’s
studies are present. Apart from Spector, Keenan & Newton (1984), Heacox
(2005) studied frustration in organizations. Basically, these studies will be used
as main references. This research is important for its attribution to literature.

In the content of this study, firstly, frustration concept will be explained and
reasons of frustration, its types and handling with frustration will be men-
tioned. Then, frustration sources in organization, its effects and employees’ re-
actions to frustration will be studied. In the research part, analyzes of the ques-
tionnaire which was used in Suzy Fox and Paul Spector’s study called “A model
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of work frustration-aggression” will be shown. The questionnaire consist of:
Situational constraints scale (13 items), frustration scale (3 items), job satisfac-
tion (3 items) and job reactions survey (27 items). Questionnaire will be applied
in a chain hotel which has 4 hotels in Antalya region and 4 independent hotels
and they are all 5 stars hotels. Data obtained from questionnaires will be ana-
lyzed by SPSS and according to the results; there will be proposals for hotels at
the end of this study.

Key words: Frustration, Aggression, Accommodation Companies, Employees.
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Amag: Tiirk turizm sektoriine ara hizmet sunan profesyonel turist rehberlerinin
hukuki statiistinii belirlenmesi, profesyonel turist rehberligi faaliyeti ile istigal

edenlerin vergi hukuku agisindan durumlarinin ne oldugunun izahinm yapabil-
mektir.

Yontem: Bilimsel tez, rapor, makale ve Bilgi Edinme Hakki Kanunu kapsa-
minda kamu kurumlarindan elde edilen veriler ile yarg: kararlar1 esas alinarak
rehberlik meslegi Tiirk vergi hukuku ve diger kanunlar agisindan irdelenmistir.

Bulgular: Turizm sektdriine hizmet sunumu gruplandirmasinda “rehber” ke-
limesi bir iist grup adidir. Kamu kurumlarindan elde edilen bilgilerden; Idari
denetim sonugclarina gore bazi yerli ve yabanci gercek kisilerin yetkisiz (kacak)
olarak rehberlik yaptiklar1 anlagilmaktadir. 2006 yili itibariyle; Ticaret ve Sanayi
Bakanligi'nda (esnaf sicil) 4956, Istanbul Rehberler Odasi’'nda 780, Izmir Rehber-
ler Odast’'nda 1605, Antalya Rehberler Odasi’'nda 658, Kiiltiir ve Turizm Bakan-
lig1'nda 7414, Maliye Bakanhigi'nda 76, Is Kurumu'nda issiz 325 adet rehberin
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kayith bulundugu, Sosyal Giivenlik Kurumunda rehberler ile ilgili herhangi bir
istatistik kaydinin bulunmadig1 anlasilmaktadir. Kurumlardan elde edilen ista-
tistiki verilerde tutarsizliklar bulunmaktadir. Daha 6nceden cesitli tiniversite-
lerde yapilmis bilimsel ¢alismalardan; turist rehberlerinin {iicret, komisyon
(hanut) ve bahsis ad1 altinda gelir elde ettikleri, bir isverene bagh olarak veya
serbest sekilde faaliyet gosterdikleri, memur statiisiindeki bazi kimselerin de
turist rehberligi yaptig1 anlagilmaktadir.

Birinci boliimde, temel turizm kavramlari, turizm sektoriinde faaliyet gosteren
rehberler ve profesyonel turist rehberlerinin hukuki statiisii tizerinde durulmus,
rehber, turist rehberi ve profesyonel turist rehberi kavramlar: arasindaki iliski,
Kiltiir ve Turizm Bakanlhigi, Tiirk Standartlar1 Enstitiisii ve Maliye Bakanlig1
uygulamalar1 agisindan hukuki olarak izah edilmistir.

Rehber esnaf odalari, esnaf sicil ve idarenin istatistik kayitlarindan mevcut tu-
rist rehberi sayisi, iiniversitelerdeki turist rehberligi boliimlerine alian 6grenci
sayisiyla ilgili bilgiler ve turist rehberlerini se¢me sinavlari, kurslar, egitim, ca-
lisma esaslari, denetim, yetki, gorev, calisma sekilleri ile rehberlik belgesi sahibi
olan devlet memurlarinin durumu hakkinda agiklamalar yapilmistir.

Ikinci boliimde, Tam ve dar miikellefiyet bigimi, gercek kisi olarak faaliyette
bulunan profesyonel turist rehberlerinin serbest meslek erbabi veya iicretli
olmalar1 durumu, elde ettikleri kazanglar, gelirin unsurlar1 ve baslca vergi
kanunlar1 agisindan irdelenmistir. Turist rehberlerinin vergi muafiyeti, gercek
usulde vergilendirilmesi, kazancin tespiti, vergi miikellefiyet ve ddevleri, vergi
sug ve cezalary, itiraz yollari ile pismanlik hakkinda agiklamalar yapilmustir.

Sonug: Turist rehberligi yeterlilik sinavinda basarili olan gercek kisilere Kiiltiir
ve Turizm Bakanlig: tarafindan “rehber” belgesi verilmekte ve bu kimselere
“profesyonel turist rehberi” denmektedir. Seyahat acenteleri diizenledikleri
turlarda belge sahibi “rehber” calistirmak zorundadir. Profesyonel turist
rehberlerinin % 65,82si vergiden muaf serbest meslek erbabi, % 33,15'i bagiml
calisan (licretli-maasl v.b.), ve % 1,03’ de gercek usulde gelir vergisi miikellefi
olarak gelir vergisi beyannamesi vermektedir. Profesyonel turist rehberlerine
yapilan Odemeler serbest meslek kazanci olarak degerlendirilmeli ve vergi
tevkifatina tabi tutulmalidir.

Anahtar sozciikler: Rehber, Gelir, Vergi, Turizm, Seyahat
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ABSTRACT

This study aim is to to determine the legal status of the professional tourist
guides that are rendering intermediate service in Turkish tourism sector and to
explain in terms of tax law the situation of the persons engaged in professional
tourist guiding activity.

The profession of guiding was examined in the frame of Turkish tax law and
other laws, on the basis of scientific dissertations, reports, articles and data and
jurisdiction provided by public bodies on the basis of law on freedom of infor-
mation.

In the service providing group of the tourism sector, the word ‘Guide’ is the
name of the upper group. Based upon the data provided by the public bodies;
as a result of the administrative inspections, it has emerged that some local and
foreign persons are performing unauthorized (illegal) guiding. As from 2006; it
has emerged that there are 4956 registered guides at Ministry of Trade and In-
dustry (registry of tradesman), 780 at Istanbul Tourist Guide Guild, 1605 at Iz-
mir Tourist Guide Guild, 685 at Antalya Tourist Guide Guild, 7414 at Ministry
of Culture and Tourism, 76 at Ministry of Finance and 325 unemployed regis-
tered guides at Employment Organization, but there are no statistical registra-
tions concerning the guides at Social Insurance Institution. There are discrepan-
cies in the statistical information provided by the institutions. Relying on the
previous scientific studies performed by various universities, it was determined
that the tourist guides are earning fee, commission fee and tip; they work as
salary earners or self-employed persons, and some civil servants are working as
tourist guides.

The first chapter dwells upon the basic tourism notions, the guides working in
the tourism sector and the legal statute of the professional tourist guides, and
explains the relationship between guide, tourist guide and professional tourist
guide notions in the legal frame of the enforcements of Ministry of Culture and
Tourism, Turkish Standards Institute and Ministry of Finance. This chapter pro-
vides information about the current number of the guides registered at the
guide tradesmen chambers, tradesmen registry and administrative statistics,
information about the number of students in tourist guiding department of the
universities, professional tourist guide selection exams, courses, training, work
basis, inspections, authority, duty, manner of working and information about
the situation of the civil servants owning a guiding license.
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The second chapter is studying in the frame of the income elements and the
main tax laws, the status of freelance or salary earning professional tourist
guides as natural persons in unlimited and limited tax liability cases and the
incomes they acquire. There are comments about the tourist guides tax exemp-
tion, real basis taxation, determination of profits, fiscal obligations, tax offences
and penalties, tax objection and penitence.

As a result the natural persons passing the tourist guiding qualification exam
are given a ‘guiding’ license by the Ministry of Culture and Tourism and they
are named ‘professional tourist guides’. The travel agencies must employ a li-
censed ‘guide’ for the tours they organize. 65,82 % of the professional tourist
guides are tax exempted self-employed persons, 33,15 % are employees (wage
earner, salary earner, etc.) and 1,03 % are making income tax declarations as real
basis tax payers. The payments made to the professional tourist guides must be
assessed as independent professional income and they must pay the withhold-
ing tax.

Key words: Guide, Income, Tax, Tourism, Travel
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Turizm sektorii her gecen giin degisen beklentilerle birlikte kendini yenilemek
zorunda olan ve rekabetcilik ilkelerinin {ist diizeyde goriildiigii dinamik bir
yapiya sahiptir. Bu noktada, iilkelerin cografi konumu, gelisim diizeyi, yatirim
imkanlar1 ve sektore yonelik ulusal stratejilerinin yani sira, sektor igerisinde
faaliyet gosteren isletmelerin performanslari da basari i¢in etkin rol oynamakta-
dir. Ozellikle otel, restoran ve eglence mekanlari sektdrde 6n plana cikan islet-
meler olarak goze carpmaktadir. Firma ici karar siireclerinin etkinligi, yiiksek
kalite anlayis1 ve miisteri odakl politikalar hizmet alan kisiler agisindan farkh
alternatiflerin ortaya ¢tkmasma neden olmaktadir. Hizmet sektdriinde faaliyet
gosteren bu alternatiflerin basarisi, miisteriyi tatmin etme derecesine baghduir.
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Daha fazla miisteri cekme konusunda isletmeler arasinda yasanan rekabette
farki belirleyen temel etken, sunulan hizmetin kalitesidir.

Bu calismada, Bartin {li'nde faaliyet gosteren turizm isletme belgeli ii¢ y1ldizli
¢ otel isletmesi hizmet kalitesi agisindan degerlendirilmistir. Hizmet kalitesini
degerlendirme c¢ok kriterli ve karmasik bir siire¢ oldugu i¢gin, karar verme stire-
cinde ¢ok kriterli karar verme yontemlerinden biri olan Analitik Hiyerarsi Stire-
ci Yontemi kullanilmistir. Yonteme gore problem hiyerarsisi kurulduktan sonra
olusturulan degerlendirme formu ile turizm sektoriinde uzman sekiz kisinin
goriisleri alinmistir. Grubun fikir birligini saglamak icin, Excel programi yardi-
mi ile uzman goriiglerinin geometrik ortalamasi hesaplanmigtir. Ardindan geo-
metrik ortalamalar Super Decisions yazilim programina girilmis ve otel isletme-
lerinin performans degerlerine iliskin karsilastirmali bulgular elde edilmistir.
Ayrica calismada hizmet kalitesi kriterlerinden miisteri memnuniyetini 6lgmeye
yonelik anket calismas1 diizenlenmistir. Bu baglamda her otelin yatak kapasite-
sinin % 75’1 oraninda kisiye ulasilmis ve elde edilen veriler Sosyal Bilimler I¢in
Istatistik Paket Programi (SPSS 15.0) ile degerlendirilmistir. Arastirmada Likert
tipi Olgek kullanilmis ve frekans, yiizde, aritmetik ortalama analizleri yapilmis-
tir. Olgegin giivenilirligi Cronbach Alfa (a) testi kullanilarak dogrulanmustir.
0,83 olarak hesaplanan alfa katsayisinin yeterli oldugu diistintilmiistiir. Hizmet
kalitesi acisindan oteller arasindaki fark hipotezlerle test edilmistir. Otel islet-
meleri i¢in en onemli faktoriin temizlik oldugu ve hizmet kalitesi agisindan Otel
3'lin en iyi otel alternatifi oldugu sonuglarina ulagilmistir.

Turizm agisindan her gegen giin gelisen Bartin ili icin bu tiir bir calismanmn ilk
olarak yapilmasi ve hizmet kalitesi a¢isindan en iyi otel alternatifinin tespitinin
yanisira otellerin eksik yonlerinin vurgulanarak yeni gelisim stratejileri oneril-
mesi ¢alismanin orijinal yonleri olarak ifade edilebilir.

Anahtar sozciikler: Otel isletmeciligi, Otel Rekabetcilik Ilkeleri, Bartin ili Otelle-
ri, Analitik Hiyerarsi Siireci, Cok Kriterli Karar Verme.

ABSTRACT

Tourism sector has a dynamic formation which needs to renovate itself and
include upper level principles of competition. At that point, not only countries’
geographical location, progress level, investment opportunities and national
strategies on the sector, but also performance of enterprises which have a duty
in the sector have an important role for the success. Especially, hotels, restau-
rants and entertainment places are the main remarkable enterprises. Effective-
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ness’ of decision process inside the firm, high quality approach and customer-
centered strategies cause to emerge different choices for people who get ser-
vices. These alternatives, active in service sector, can be successful depending on
the degree of customer satisfaction. The main factor determining the difference
between enterprises’ competitiveness for customer retention is the service quality.

In this study, three active hotels with three stars tourism operational licensed
in Bartin are studied in detailed for the aspect of the service quality. Since the
evaluation of service quality is a multi criteria and complex process, Analytic
Hierarchy Process which is one of the multiple criteria decision making meth-
ods is used. The method opinions of eight experts in tourism sector are obtained
with evaluation form, which is formed after problem hierarchy is structured.
Geometric means of experts’ opinions are calculated with the help of Excel Pro-
gram to acquire the unity of opinion of group. Then geometric means are en-
tered into the Super Decisions Software Program and comparative findings are
obtained related to hotel enterprises’ performance values. Also, questionnaire
study towards to measure customer satisfaction is prepared in the study. In this
context, the ratio of bed capacity 75% in each hotels are reached and the ob-
tained values are evaluated with Statistical Package for the Social Sciences (SPSS
15.0). Likert type scale is used and analyses of frequency, percentage, arithmetic
mean are made in the study. The reliability of the scale is verified using Cron-
bach’s Alpha (a) test. The calculated alpha coefficient 0.83 is considered to be
adequate. The difference between hotels aspect of service quality is tested with
the hypothesis. The results we reached are: the most important factor for hotel
enterprises is cleanliness and Hotel 3 is the best alternative aspect of service
quality.

Preparing this kind of study as the first for Bartin which is developing day by
day in a tourism aspect and determination of the best hotel alternative in aspect
of service quality, suggesting new development strategies by emphasizing ho-
tels” lacking parts can be seen as study’s original sides.

Key words: Hotel Management, Hotel Competition Principles, Hotels of Bartin,
Analytic Hierarchy Process, Multiple Criteria Decision Making.
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Deniz turizmi, Tiirkiye'nin turizm gelirlerinde yaratacag: potansiyel katki dola-
yistyla Onemi giderek daha ¢ok kavranan bir alternatif haline gelmistir. Bu al-
ternatifin bir alt tiirii olan yat turizmi ise, Tiirkiye'nin 8333 km'lik kiy1 seridinin
sahip oldugu dogal ve beseri cekicilikler sayesinde hizli bir gelisim yasamakta-
dir. Buna paralel olarak, yat turizminin énemli bir is kolu olan marina sektorii
de, son yillarda girdigi hareketlilik siireci igerisinde bir altyap: ve {istyap: unsu-
ru olarak s6z konusu ¢ekicilikleri tamamlamakta ve Akdeniz’de dolasan yiiz
binlerce yatin Tiirkiye'ye ¢ekilmesine katkida bulunmaktadir.

Calismanin birinci boliimiinde deniz turizmi ve tiirleriyle ilgili genel kavram
ve bilgiler verilmistir. Deniz turizmi kavrami, kitle turizmindeki deniz-kum-
glines tgliistinde yer alan deniz 6gesinden ¢ok daha farkl bir 6zellige isaret
etmektedir. Zira deniz turizmine katilan turistler, kitle turistleri gibi denizden
sadece bir sahil rekreasyon alani olarak yararlanmaz, gesitli deniz araglarini
kullanarak tatillerinin biiyiik cogunlugunu denizin bizzat kendisinde yasarlar.
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Calismada bu tiir faaliyetler dikkate alinarak deniz turizmi; “kruvaziyer turiz-
mi”, “deniz sporlar1 turizmi” ve “yat turizmi” olarak {i¢ ana baslikta incelenmis,
calismay1 yakindan ilgilendiren yat turizmi ise igerdigi sektorler agisindan daha
detayh olarak ele almmustir. Bu baglamda; literatiire “yat turisti” ve “yatq tu-
rist” kavramlar1 tanitilmis ve boylece yat turizmindeki arz yapisina ve bu yapi
igerisinde marina sektdriiniin konumuna agiklik getirilmistir.

Ikinci boliimde, genel olarak marina isletmeciliginin 6zelliklerini ve sektorsel
boyutunu tanitmak amaglanmistir. {lk olarak, marina isletmelerinin tiirleri, fi-
ziksel 6zellikleri ve sunduklar: hizmetler agiklanmis ve bunlarla ilgili uluslara-
rast sertifikasyon uygulamalarina deginilmistir. Bu bilgileri, marina sektoriiniin
ekonomik katkilarimi gosteren drnekler izlemistir. Ornekler, marinacilik konu-
sunda ciddi yol kat etmis ABD, Fransa ve Hollanda gibi tilkelerden segilmis,
bunun yaninda, Tiirkiye'nin bu alandaki baslica rakipleri olarak goriilen Hirva-
tistan ve Yunanistan’da kaydettikleri ilerlemeler agisindan ele alinmigtir. Bu
boliimde son olarak, Tiirk marina sektoriiniin mevcut yapist ve durumuna ilis-
kin bilgilere yer verilmis ve isletme, yatirim ve planlama halindeki marinalarin
bir envanteri ¢ikarilmistir. Envanter ¢alismasi sonucunda; Tiirkiye’de 12 bin yat
kapasiteli 38 marina isletilirken, 65 marinanin da halen yatirim veya proje asa-
masinda oldugu anlasilmistir. Bu durumun temelinde ilgili mevzuattan kaynak-
lanan karmasik biirokratik siirecin yattig1 belirtilmis ve ¢6ziim i¢in uygulanmasi
glindeme alinan “yuvarlak masa sistemi” hakkinda bilgiler verilmistir.

Calismanin son boliimiinde, tezin odak noktasinda bulunan yat evi modeli ele
alinmustir. “Marinalardaki baglama alanlarinin kisa vadelerle kiralanmasi yeri-
ne satilmasi veya uzun vadelerle kiralanmas1” olarak tanimlanabilecek bu mo-
delin uygulanmas: igin gerekli piyasa ve mevzuat kriterleri agiklanmis ve bu
kriterlere uygun gercek bir marina projesi iizerinde bir mikro analiz gergeklesti-
rilmistir. Analizde; klasik kiralama modeli karsisinda yat evi modelinin proje
yatinm karlihgr agisindan iistiinliigiiniin gosterilmesi amaglanmis ve bu bag-
lamda; kapasite bilgileri, baglama alani hesaplamalari, doluluk oranlari, kira
fiyatlari, kapitalizasyon oranlar1 ve yat evi degerleri gibi gerekli bilgi ve veriler
toplanip islenerek basite indirgenmis bir karsilastirmali degerleme senaryosu
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olusturulmustur. Sonug olarak, yat evi modelinin “net bugiinkii deger”, “geri
Odeme siiresi”, “yatirim getirisi” ve “i¢ karlilik oram” gibi proje degerlendirme
kriterleri agisindan klasik kiralama modeline agik bir {istiinliik kurdugu anla-
silmis ve deniz turizminin gelismesinde énemli bir rolii olan marina yatirimlar:
i¢in iyi bir finansman ve karlilik firsati olarak goriilen bu modelin, girisimciler
tarafindan gerekli pazar ve mevzuat analizleri sonrasi uygulamaya alinmasi

Onerilmistir.
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ABSTRACT

Nautical tourism has become an increasingly more recognized alternative as a
potential contributor to Turkish tourism revenues. Yacht tourism on the other
hand, a sub category of the aforementioned alternative, has witnessed a rapid
growth by courtesy of the natural and human attractions of the 8333 km coast-
lines of Turkey. Consequently, the marina sector, as a vital business in yacht
tourism, has gained the dynamism to complement these attractions as an infra-
and superstructure component and thereby has become a synergic element in
inviting the hundreds of thousands of yachts cruising along the Mediterranean
shores.

The first part of this study introduces the general concepts and knowledge
about nautical tourism and its types. Concerning nautical tourism, the tourist
utilizes the sea element in a manner different than that of a sun-sea-sand mass
tourist; for as much as the nautical tourist does not only draw upon the sea as a
coastal recreation area but indeed spends most of his vacation on the sea itself.
Considering such activities, here the nautical tourism has been studied under
three breakdowns named as; “cruise tourism”, “marine sports tourism” and
“yacht tourism”. The last one, owing to its relevance with the study, has been
dealt in more detail in terms of the businesses that constitute it. In this context,
“yacht tourist” and “yachtsman tourist” terms have been introduced to the lit-
erature and thereby, the structure of the supply side in yacht tourism and the
position of the marina business in this structure were put in a clear light.

The second part reviews the literature in general terms of the features of the
marina establishments and the extent of the marina businesses. First of all;
types, physical attributes and service features of marinas, together with those
relevant international certification practices, have been mentioned. Such infor-
mation was followed by cases that demonstrate the economic contributions of
the marina business. The cases were chosen from the leading countries in the
marina industry, such as; the USA, France and Holland, whereas information on
the marina industries of Croatia and Greece, who are considered as Turkey’s
primary competitors in this field, was also provided. Last but not the least; the
part was concluded by information on the current structure and status of Turk-
ish marina business and an inventory study on Turkish marinas. According to
the inventory indicators, it has been put forward that in Turkey there are 38
operated marinas with a capacity of ca 12,000 slips whereas the number of those
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being invested or projected is 65. It was implied that the reason for the current
situation lies in the conspicuously problematic bureaucracy taking its roots from
the relevant investment legislation and; the “roundtable system”, which has
recently been placed down on the agenda as a resolution, was introduced.

The final part of the study deals with the dockominium model which is the
scope of this thesis. The model, which can briefly be defined as “the sales or the
long term lease of the marina slips instead of their short-term rental”, was de-
fined in terms of the market conditions and the legal framework required for its
applicability and a micro analysis was administered on an actual marina project
which is in compliance with these criteria. Through the analysis, it has been
aimed to demonstrate that, considering investment profitability, the dockomin-
ium model is superior to the conventional renting model and, for this purpose; a
comparative valuation scenario, reduced to simple terms, was developed upon
collection and processing of information and data on capacity, slip area calcula-
tion, occupancy rates, rental charges, capitalization rates and dockominium
values. Findings have shown a clear advantage for the dockominium model in
the lights of main assessment criteria such as; “net present value”, “payback
period”, “return on investment” and “internal rate of return”. As a result; it was
suggested for the marina investors, who play a vital role in the overall devel-
opment of nautical tourism, to utilize the dockominium model as an alternative
source of finance and a tool for profit maximization. Yet before making such an
attempt, comprehensive market analyses and verification for legal conformabil-
ity should as well be made.

Key words: Nautical Tourism, Yacht Tourism, Marina, Dockominium, Turkey
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Kalite kavraminin miisteri beklenti ve gereksinimlerini karsilamaya yonelik bir
¢aba oldugu goze carpmaktadir. O halde herhangi bir iiriin icin kalite kavra-

mindan s6z edebilmemiz i¢in, belirtilen {iriiniin miisteri gereksinim ve beklen-
tilerini tatmin edecek niteliklere sahip olmas: gerekmektedir.

Dolayisiyla, seyahat acentalarinin paket turlarini, turistlerin beklentilerini
karsilayacak nitelikte sunmalari ¢ok Onemlidir. Bu c¢ergevede seyahat
acentalarinin paket turlarinda karsilastiklar: kalite sorunlar1 ve bu sorunlarin
olusmamasi i¢in uygulanacak kalite kontrol ¢alismalar1 6nemli bir konu olarak
karsimiza ¢ikmaktadir. Paket tur bir hizmet olarak {iretildigi anda tiiketilen bir
iriin oldugundan bu 6nem daha da artmaktadir. Paket tur {iretimi sirasinda
turistlerin beklentilerini karsilayacak sekilde hizmetin sunulmasina, bagka bir
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deyisle paket tur gerceklesirken kaliteli olmasina dikkat etmek gerekmektedir.
Aksi takdirde paket turlarda olusabilecek hatalar1 {iretim ve aymi zamanda
tiiketim gergeklestikten sonra diizeltme imkani bulunmamaktadir. Diger taraf-
tan paket turlarda bir bilesen olarak sunulan iiriinlerin siirekli olarak ve her bir
bilesende mdisteri beklentilerine karsilik verecek sekilde sunulmas: gerekmek-
tedir. Ciinkii son giine kadar ¢ok kaliteli sunulan ve tiim bilesenlerde miisteri-
nin bekledigi kalite seviyesine ulasan bir paket turda son giin konaklama is-
letmesinde yasanacak bir sorun paket turun kalitesini tamamen etkilemektedir.
Bagka bir ifadeyle son anda ¢ikan sorun turistin paket tur ile ilgili tatmin diize-
yini diigtirecektir.

Bu nedenle paket turlarin baslangicindan bitimine kadar hizmet sunan her-
kesin iiretirken en kaliteli hizmeti sunmas: gerekmektedir. Baska bir deyisle ist
seviye yOneticiden, alt diizey calisana kadar tiim ¢alisanlarin miisteri beklenti-
lerini en iist seviyede karsilayacak hizmet iiretimini saglamaya calismasi ve
bunun i¢in gerekli bilgi, beceri, koordinasyon, denetleme yeteneklerini en iist
seviyede kullanmasi gerekmektedir.

Dolayisiyla, seyahat acentalarmin iist diizey yonetimi ile orta ve alt diizey ca-
hisanlarinin; koordineli bir sekilde calisarak, birbirlerini denetleyerek, farkh
turistik pazarlarin farkli ihtiyaglarini kalite ile ilgili 6nceden belirledikleri yol
haritalarina uygun olarak karsilamalarinin gerekli olacag: ve bu yonde ¢alisma-
larin seyahat acentalarinin kendi biinyelerinde ¢alisanlar icerisinden olustura-
caklar1 kalite kontrol ¢emberleri tarafindan gergeklesmesinin daha verimli bir
sonug verecegi ortaya ¢itkmaktadir.

56z konusu yol haritalarindan birisi olarak kabul edecegimiz Tehlike Analizi
ve Kritik Kontrol Noktalar1 (HACCP) Modeli, seyahat acentalarina iirettikleri
paket turlarin bilesenlerinde olusabilecek sorunlar: ve {iretim kalitesini tehdit
edebilecek tehlikeleri 6nceden belirleme, analiz etme ve tedbir alarak sorunlar:
en aza indirme firsat1 saglayacaktir.

Anahtar sozciikler: Paket Tur, Kalite Kontrol, Toplam Kalite Yonetimi, Kalite
Kontrol Cemberleri, HACCP Modeli

ABSTRACT

It has been observed that the quality concept is an effort for satisfying the needs
and expectations of the customers. Thus, a product has to have the necessary
properties to satisfy the needs and expectations of the customer in order to be
classified as a quality product



Yiiksek Lisans Tezleri 1075

Consequently, the package tours arranged by the travel agencies must be
products that have everything necessary to satisfy the expectations of tourists.
The quality problems of the travel agencies in their package tours, and the
quality control procedures to avoid these problems have a real importance.
Because the package tours are products that are consumed right after produc-
tion the importance is even more significant. The presentation of the package
tour in the way that satisfies the tourists, in other words the way the tour is
carried out requires high attention to details. Otherwise it is impossible to cor-
rect the mistakes afterwards, as the tour is produced and consumed instantly.
The same rule applies for the components of the tours as well; the components
also must satisfy the customer. Everything may go fine until the last day and a
slight problem of accommodation will spoil the quality of the whole tour. A last
minute problem will decrease the satisfaction of the tourist about the product.

Hence, from the beginning to the end everybody involved in the production
of the tour must pay attention and serve the highest quality possible. In other
words, from the top manager to the lowest level worker all the employees have
to perform for highest customer satisfaction, and use their knowledge, coordi-
nation and control skills at the highest level.

Also, the research indicates that the top level and middle level managers of
the travel agencies should be in harmony, controlling each other’s actions using
pre-determined quality control cycles. This increases the efficiency and the
satisfaction of customers from different markets.

Hazard Analysis and Critical Control Points (HACCP) Model can be consid-
ered as a good approach which guides the travel agencies about the potential
problems of the components of package tours, proactively determining the
threads, analyze them and take the necessary precautions.

Key words: Package Tours, Quality Control, Total Quality Management, Qual-
ity Control Cycles, HACCP Model
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Bu calismada pazarlamada iligkisel yaklasimin hizmet sektorii ve tiiketiciler
agisindan &nemi ele alinmaktadir. Tliskisel pazarlamanin geleneksel pazarlama-
dan ayrilan yonleri, temel bilesenlerini olusturan giiven, taahhiit, hizmet ve
iligki kalitesinin ne anlama geldigi ve iliskisel pazarlama uygulamalarinin basa-
risinda etkili olan unsurlar tanitilmaktadir. Ayni zamanda turizm isletmeleri
iizerine yapilan c¢alismalardan faydalanarak, seyahat acenteleri konusundaki
mevcut durum tespit edilmeye calisilmistir. Pazarlamada iligkisel yaklasim ya-
banci literatiirde oldukca genis 6lclide ele alinmus fakat Tiirkiye’de iliskisel pa-
zarlamanin turizm sektoriindeki uygulamalarina isaret eden ¢ok az sayida aras-
tirma vardir.
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lligkisel pazarlama tiim pazarlama cesitleri igin temel olusturacak kilit bir
kavram olarak ortaya ¢itkmis ve isletmenin miisterileri ve diger cevre elemanlar:
ile uzun doénemli iligkiler olusturmasi, siirdiirmesi ve bu iligkileri gelistirmesi
olarak tanimlanmistir. Bu yaklagim miisterileri cekme ve koruma olmak tizere
iki odaga isaret etmektedir. Diger yandan pazarlamada iligkisel yaklagim iglet-
melerin miisterileri igin yeni degerler tanimlayarak ve olusturarak igbirligi siire-
since karsilikli fayda saglamalarini gerekli kilmaktadir. Basarili iligkisel pazar-
lama uygulamalar: isletmelere gesitli rekabet avantajlar1 saglamaktadir. Alig
verislerde artis, daha diisiik maliyetler (eski miisterileri elde tutmak, yeni miis-
terileri isletmeye ¢ekmekten daha ucuzdur), sadakat, miisterilerin agiz yoluyla
olumlu reklam davranislar1 bu avantajlardan bazilaridir. Miisteri veritabani
kullanma, sikayetleri etkili bir sekilde ele alma, i¢sel pazarlama calismalar:
yapma, miisteri farklilastirma, miisteri iliskileri egitimi ve personel tatmini gibi
unsurlar iligkisel pazarlama uygulamalarinin bagarisinda etkili olan kritik un-
surladir.

Bu arastirmamin amaci, iliskisel pazarlama faaliyetlerinin seyahat acenteleri
agisindan Onemini ortaya koyarak acentelerde miisteri iligkileri agisindan iliski-
sel pazarlamanin uygulama bicimlerini irdelemektir. Bu amac: gergeklestirmek
igin, tatil {iriiniiniin satis ve pazarlama faaliyetlerini iistlenen Istanbul’da faali-
yet gosteren 96 A grubu seyahat acentesi kiime olarak secilmis ve bu acenteler-
de calisan 156 yonetici iizerinde anket uygulanmistir. Uygulama sonunda elde
edilen verileri betimlemek amaciyla ankette yer alan her bir ifade, frekans ve
ylizde dagilimlar1 alinarak degerlendirilmistir. Ayrica, s6z konusu her bir ifa-
deye yonelik goriislerin yoneticilerin ve calistiklar: acentelerin bazi 6zelliklerine
gore 0,05 anlamlilik diizeyinde onemli bir farklilik gosterip gostermedigi Ba-
gimsiz Orneklemler igin t-Testi ve Tek Faktorlii Varyans Analizi ile test edilmis-
tir. Arastirmadan elde edilen bulgular genel olarak acente yoneticilerinin iligki-
sel pazarlamanin etkisine iligkin olumlu goriislere sahip oldugunu gostermek-
tedir. Bununla birlikte yoneticilerin iliskisel pazarlamanin etkisine iligkin goriis-
leri calistiklar1 acentelerin bazi 6zelliklerine (personel sayis1 ve sube sayist) gore
anlaml farkliliklar gostermektedir.

Arastirmada ortaya ¢itkan diger bazi sonuglar ise su sekildedir: Taahhiitlerin
yerine getirilmesi ile miisterilerin acenteye olan giiveni artmaktadir. Sadakat ve
stk kullanici programlarinin miisterilerin acenteye olan baglhiliini artirmada
onemli katkilar sagladig1 goriilmektedir. Bulgular acentelerin personel egitim
programlari uygulama konusunda yetersiz kaldigini gostermektedir. Genellikle
biiytiik acentelerin iliskisel pazarlama uygulamalarmin énemini ve etkisini daha
cok kavradiklar goriilmektedir.
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Tiirkiye’deki uygulamalar incelendiginde bankacilik hizmetlerinin bu konuda
diger hizmet kollarina oranla biiyiik bir ilerleme gostermis oldugu dikkat ¢ek-
mektedir. Tiirkiye’de turizm endiistrisindeki pazarlamaci aktorlerin iligkisel
pazarlama uygulamalarina iligkin bilgi, gorgii ve becerilerini artirmalar: gelece-
ge yonelik uygulanacak stratejilerin daha saglikli belirlenmesinde yardimci
olacaktir. Pazarlama literatiiriinde akademisyenlerin iligkisel pazarlamanin
bilesenlerine iligkin olarak turizm isletmelerini uygulama alani segerek akade-
mik ¢alisma sayisini artirmalar: beklenmektedir.

Anahtar sozciikler: Miisteri Iliskileri, Iliskisel Pazarlama, Miisteri Sadakati, Se-
yahat Acentesi

ABSTRACT

In this study, the importance of relationship approach to marketing in the ser-
vice sector and consumers context is being handled. The differential dimensions
of relationship marketing and the differences between relationship marketing
and traditional transactional marketing, its basic components such as truth,
commitment, service and relationship quality, and the factors affecting success
of the application of relationship marketing are presented. By using the studies
conducted on tourism sector, at the same time, the present situation is tried to
be determined in travel agencies. The relationship approach to marketing is
handled very often in external literature but there is only a few research in-
tended application of relationship marketing to tourism sector in Turkey.

Relationship marketing have emerged in the 1980s as a key concepts, funda-
mental to all forms of marketing and was defined as the process of attracting,
maintaining, and enhancing long-term relationships with customer and other
environmental factor related to the firm. This approach addresses the twin con-
cerns-getting and keeping customers. On the other hand, the relationship ap-
proach to the marketing requires firms to identify and create new value with
individual customers and then share the benefits mutually from this over a life-
time of association. The successful application of relationship marketing will
provide competitive advantage to the firm such as increase in purchase, lower
cost (retaining old customer is cheaper than attracting new one), loyalty, good
word of mouth behavior of customer. Using customer database, effectively han-
dling complaints, making internal marketing work, customer segmentation,
customer relationship training and employee satisfaction are critical factors for
success of relationship marketing application.
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The aim of this study is to examine the application of relationship marketing
methods in terms of customer relationships in travel agencies. To achieve this
goal, 96 A group travel agencies which undertook selling and marketing activi-
ties of package tours in Istanbul, were selected and a survey was conducted on
156 managers from these agencies. In order to describe the data obtained at the
end of the application, the frequency and ratio of each statement have been
evaluated. In addition, whether opinions about each statement showed great
differences according to some characteristics of managers and the agencies was
calculated at the 0.05 level of significance using an Independent-Samples T Test
and One-Way ANOVA (One-Factor Analysis of Variance). The results obtained
from the research reveal that agency managers have positive opinions concern-
ing the effects of relationship marketing. However, their views about relation-
ship marketing show meaningful differences according to certain characteristics
(such as number of staff and branches) of the travel agencies. Other results aris-
ing from this research are: Customers’ trust to travel agencies is growing in case
of fulfilling the commitments. It's seen that loyalty and frequent user programs
provide important contributions to the customers’ loyalty to the agencies. Find-
ings indicate that agencies are inadequate in practicing personnel training pro-
grams. Generally it’s seen that large agencies are more capable of understanding
the importance and effect of the practice of relationship marketing.

When the practices in Turkey are examined, it's seen that marketing services
showed greater improvement than the other service branches in this subject. If
the marketing associates in tourism industry in Turkey improve their knowl-
edge, experience and abilities related to the practices of the relationship market-
ing, it will assist to determine the future intended strategies more accurately. In
marketing literature, academicians are expected to increase the number of the
academic studies about the components of the relationship marketing by choos-
ing tourism enterprises as their application fields.

Key words: Customer Relationships, Relationship Marketing, Customer Loy-
alty, Travel Agency.
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0z
Bu arastirmayla amaglanan, turizm tanitiminda diger tanitim araglarina gore

daha ucuza mal olan ve tanutimin daha etkili yapildig1 sinemanin, turizm amach
kullaniminin incelenmesidir.

Bu tezde ayrica sinema aracilifiyla turistlerin gidecekleri yere karar vermele-
ri stirecinde belirleyici etkisi olan {ilke imajlarinin olusturulmasinin ve kalabalik
¢ekim ekibinden dolay1 - yamu sira ¢ekimi takip eden basin mensuplar1 ve sine-
ma tutkunlari- sinemalarin ¢ekim asamasindayken bile turizm hareketliligi ya-
ratmasinin iizerinde de durulmustur. Film ¢ekimini konaklama-yeme-i¢gme ve
ulagtirma gibi turizm faaliyetleriyle birlestirerek organize bir sekilde yapan
Amerikan Sinemasi/Hollywood ile bireysel girisimler sayilmazsa hicbir ortakl-
gin kurulamadig: Tiirk Sinemas: karsilastirilarak, bu arastirmada turizm-sinema
iliskisi daha iyi bir bigimde aciklanmaya calisilmistir. Bu dogrultuda arastirma-
nin objesi olarak Geceyarist Ekspresi, Truva, Otobiis ve Gelibolu Belgesel filmle-
ri gostergebilimsel analiz yontemiyle incelenmistir.
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Aragtirmanin varsayimlari, sinemalarin gosterime girmelerinin ardindan fil-
min ¢ekiminin yapildig1 veya konunun gegtigi yoreye turist akiginin artacagi
veya azalacagl iizerinedir. Arastirmanin sonunda filmlerin gostergebilimsel
analizlerinin sonundaki bulgular da varsayimlar1 dogrular niteliktedir.

Anahtar sozciikler: Turizm, Sinema, Tanitim, Pazarlama, Imaj

ABSTRACT

The aim of this research is to examine the usage of cinema for tourism oriented
objectives which costs less than the other presentation means and to let more
effective introduction in tourism presentation.

Besides, with this thesis, it is pointed that the formation of the country images
that has a characteristic impact through the process in which tourists decide
where to visit and the formation of touristic activation because of the crowded
shot team -and also the passionate lover of cinema and the journalists who fol-
low the take- even in the take stage. This study is aiming to explain the relation-
ship in between tourism and cinema by comparing the American Cin-
ema/Holywood, which perform the take by combining it with the facilities like
accommodation, eating, drinking in an organized style, with the Turkish Cin-
ema which could not be considered in any kind of association unless consider-
ing the individual attempts. According to that standpoint the films like “Mid-
night Express”, “Troy”, “Bus” and “Gallipoli Documentary Movie” are investi-
gated by semiology analysis methods.

The hypothesis of the reseach are about the rising tourist visits to the place
where the takes of the film are fulfilled and the story is realized just after the
projection started. The findings of the semiology analysis confirmed the as-
sumptions at the end of the investigation.

Key words: Tourism, Cinema, Presentation, Marketing, Image
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Bugiiniin isletmecilik anlayisi gercevesinde basarili isletme kavramindan soz
edilecek olursa; isletmenin karli olmasimin yaninda hatta 6tesinde mevcut kay-
naklarmin en iyi sekilde degerlendirerek piyasa degerini maksimize eden islet-
me kavrami ortaya ¢ikmaktadir. Bir isletmenin mevcut kaynaklarin en iyi se-
kilde degerlendirebilme yollarinin en Onemlilerinden biri ise; etkin bir nakit
yonetimi yiirtitebilmesi ile dogru orantili olacaktir. Nakit yonetimi son otuz
yildir gelisme gosteren bir kavram olmasina ragmen; faiz oranlarinin degisken-
lik gosterdigi; isletmeler arasi islemlerin ¢ok biiyiik boyutlara ulastigy; isletmele-
rin ¢ok uluslu isletme ve global isletme olarak diinya ¢apina yayildigy; iletisim
teknolojisinin hizla gelistigi giiniimiizde daha da karmasik bir hal almaktadir.

Isletmeler nakit yonetimi konusundaki becerileri ile degerlendirildiginde bii-
ylik isletmelerin kendilerine has yontemler gelistirebildikleri; kiiclik isletmelerin
ise nakit yonetimi konusuna hakim personel bulmakta dahi zorlandiklar goz-
lemlenmektedir. Cok uluslu ve global isletmelerin finansal islem yapisinin kar-
mastklig1 dolayisiyla tiim diinya boyutunda {iriin / hizmet iiretimi i¢in finans-
man temini; art1 deger olarak kalan nakdin finansal piyasalardaki kullanilmama
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sonucunda satin alma gliciiniin yipranmasini énlemek amaciyla degerlendiril-
mesi de dahil olmak iizere artik bugiiniin en 6nemli isletme sorunlarindan biri
haline gelmistir.

Ulkemizde faaliyet gostermekte olan konaklama isletmelerinin biiyiik bir
kismi1 KOBI kapsaminda yer almaktadir. Dolayisiyla konaklama igletmeleri na-
kit yonetimi konusunda hem KOBI'lerin karsilastiklar1 sorunlarla hem de sekto-
riin getirmis oldugu ozellikler neticesinde ortaya ¢ikan sorunlarla kars: karsiya
kalmakta ve etkin bir nakit yonetimi politikasi sergileyememektedir. Bu durum
beraberinde cesitli biiyiikliiklerde finansman sorunu getirirken konaklama is-
letmelerin 6énemli bir kisminda ayr1 bir finans departmani bulunmamasi nede-
niyle yasanan sorunlarin siire ve miktar agisindan da biiyiiyebilmektedir. Bura-
daki en biiyiik faktor; ayr bir finans departman: bulunmayan konaklama iglet-
melerinde finansal kararlarin muhasebe departmani ya da iist diizey yoneticiler
tarafindan almmasidir. Nakit yonetiminde etkinligin saglanmas: hedeflendigin-
de yapilacak ilk islerden birisi konusuna hakim nitelikli bir finans personelinin
isletmenin nakit ihtiyaci veya fazlasimi belirlemesi ve bu dogrultuda nakit yone-
timi stratejileri gelistirerek mevcut nakdin atil duruma diismesini engellemektir.
Ancak konaklama igletmelerinde nakit yonetimi politikalari, bu niteliklere sahip
personel yerine konu hakkinda yeterli bilgi diizeyine sahip olmayan muhasebe
personeli ya da bircok isi ayni anda yapmak zorunda olan iist diizey yoneticiler
tarafindan olusturulduklari i¢in yil igerisinde pek ¢ok kez gozden gegirilmeleri;
onarilmalar1 veya degistirilmeleri gerekmektedir.

Baz1 konaklama isletmelerinde sezonluk dalgalanmalar yasanmaktadir. Nakit
yonetiminde etkinlige sahip olunamamas: dalgalanmalar karsisinda olusabile-
cek nakit agigimin onceden tespitini engellemekle birlikte nakit fazlasinin olus-
mas! durumunda nakdin nerede ve nasil degerlendirilecegi de dogru bir sekilde
belirlenememektedir. Konaklama isletmelerinin sezonluk dalgalanmalar karsi-
sinda sikintiya diismeden faaliyetlerine devam edebilmeleri, yogun sezonlarimn-
da elde ettigi nakdini zamaninda en iyi sekilde degerlendirecek ve yil boyunca
etkinligini yitirmeyecek bir nakit yonetimine baghdir.

Yapilan bu ¢alismanin amaci; konaklama isletmelerinin nakit yonetimi konu-
sunda yasadiklar1 zorluklar ve yaptiklari hatalar1 belirleyerek; bu hatalarin yok
edilmesi ve yasanan zorluklarin asilmasi adina ¢6ziim Onerileri tireterek etkin
bir nakit yonetimi olusturabilmelerini saglamaktir. Calismada konaklama islet-
melerinin nakit yonetimi konusuna bakis agilarinin degerlendirilmesin yapildigi
bir anket ¢alismas: ve Antalya’da faaliyet gostermekte olan 5 yildizli bir konak-
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lama isletmesinin bir yillik nakit yonetimi uygulamalarinin yer aldigr 6rnek
uygulamasi yer almaktadir.

Calismanin birinci boliimiinde nakit yonetimi ile ilgili temel konular agiklan-
maktadir.

Calismanin ikinci boliimiinde konaklama isletmelerinde nakit yonetiminin
kapsami ve nakit yonetim stratejileri anlatilmaktadir.

Calismanin tiglincii ve son boliimiinde ise ilk olarak yapilan anket ¢alismasi
daha sonra da Ornek olarak incelenen konaklama isletmesinin nakit yonetim
stratejileri yer almaktadir.

Anahtar sozciikler: Konaklama Isletmeleri, Nakit Yonetimi, Etkinlik

ABSTRACT

When we talk about the success of the management concept by taking into con-
sideration today’s understand of management; the concept of management
which maximizes the market value of an entity by the appraisal of its existing
sources besides the profitability should be concerned. One of the most impor-
tant ways for the best utilization of sources of an entity will directly be parallel
to an effective cash management. Although the concept of cash management
has been improving for the last 30 years, it becomes more complicated with
continuously changes in interest rates, the huge magnitude of interrelations and
operations between the entities, expanding of them throughout of the world as
multinational and global managements and development in communication

technology.

When the entities are evaluated according to their capability in cash manage-
ment, it is observed that the big ones are able to develop their own methods but
the small ones even hardly find qualified and experienced personnel for manag-
ing the cash flows. It becomes one of the major management problems of today
to supply the necessary funds for production units and services in the world
and to avoid the depreciation in purchasing power of excess funds which are
not operated in monetary markets because of the complex structure of financial
operations of multinational and global managements.

The majority of managements in our country which are dealing with the ac-
tivity of hospitality take place in the group of small business entities called
KOBLI. Thus, the hospitality managements encounter with the problems of small
business entities and with the problems arising from the characteristics of the
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sector making them unable to execute an effective policy in cash management.
While this situation is causing a lot of finance problems which may become
larger from the aspect of time and quantity as a result of not having a separate
finance department in the entities. It is a fact that the financial decisions are
taken by accounting departments or by the top management in the entities
which do not have a finance department. If providing the efficiency of cash
management is aimed by the entity, the first action is to employ qualified and
experienced finance staff who will follow and detect the excess or lack of funds
and avoid the actual funds from remaining inactive or useless by developing
effective cash management strategies. However, the cash management policies
in hospitality managements have to be reviewed, repaired or changed in many
times during the year which are formed by the accounting department or by the
top management who have some other duties and responsibilities to be per-
formed at the same time who do not have sufficient level of knowledge about it.

In some of hospitality managements, seasonal fluctuations are experienced in
general. Therefore, in the case of not having a true cash management, it will not
be possible to forecast lack of funds or to evaluate the excess funds which may
arise as a result of seasonal fluctuations. In order to continue their business ac-
tivities without influencing from seasonal fluctuations, the hospitality entities
have to manage the flow of cash obtained during the high season to be in time
and in an efficient manner for the whole year without losing the effectiveness of
cash management.

The object of this study is to determine and eliminate the difficulties and mis-
takes in cash management of managements and to advise them to organize effi-
cient cash management in order to find out the solutions to come over the diffi-
culties experienced in cash movements.

In our study, a survey takes place in which the cash management perspectives
of an hospitality management is evaluated and also a case study takes place
about cash management practices of a 5 star hospitality entity during a year in
Antalya.

Fundamentals of cash management are explained in the 1st section of this
study. The context and strategies of cash management in hospitality manage-
ments are explained in the 27 section.

The survey report and case study about cash management strategies of an
hospitality management take place in the 3¢ and last section of the study.

Key words: Hospitality Managements, Cash Management, Activity.
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Giintimiizde kiiresel boyutlardaki ¢evre sorunlarmin, canli yasami ve biyolojik
yasam zincirini tehdit eder bir konuma getirmesi korunan alanlarinin énemini
giin gectikge artirmaktadir. Ekolojik dengeye miidahale etmeksizin insanlarin
turizm ve rekreasyon gereksinimini de karsilamak iizere kurulan milli parklar-
da koruma ve kullanim dengesinin saglanmas: siirdiirtilebilirlik ilkesinin temel
tasidir.

Bu calismada; alanin dogal ve kiiltiirel 6zellikleri anlatilmis ve 6l¢iit karneleri
yontemine gore her bir olgiitiin degerlendirilmesi yapilmistir. Buna gore; top-
lam kullanim degeri % 56,7, toplam koruma degeri % 48,9 ve toplam kullanila-
bilir turistik potansiyel degeri ise % 7,8 olarak belirlenmistir. Alan yiiksek bir
kullanim degerine sahip olmasina karsin, koruma degeri goz oniine alindigin-
da, bu potansiyelin yaklasik sekizde birinin kullanilabilecegi goriilmektedir.
Milli Park statiisiine sahip bir alanda kullanilabilir turistik potansiyelin yiiksek
olmamasi dogal bir sonug olarak ortaya ¢ikmaktadir.

Yiiksek Lisans Tezleri 1087

Gerek yerel halkin, gerekse yerli ve yabanci turistlerin alandan beklentilerini
ve alanda gordiikleri eksiklikleri saptayabilmek amaciyla ayni zamanda alanda
bir anket calismasi yiiriitiilmiistiir. Buna gore, ankete katilanlarin biiyiik bir
orani alanda rekreasyonel alt yap1 eksikligini vurgulamistir. Alinan sonuglar,
diger sonuglarla birlikte degerlendirilmis ve alanin kaynak degerlerinin koruna-
rak, turistik ve rekreasyonel kullanimin gelistirilmesine yonelik Oneriler ortaya
konmus, alanla ilgili 6ncelikler degerlendirilmistir.

Anahtar sozciikler: Doga Koruma, Koruma-Kullanim, Siirdiiriilebilirlik, Troya
Tarihi Milli Parki, Turizm ve Rekreasyon

ABSTRACT

The global environmental problems today have increased the importance of
protected areas due to their threat towards the living beings and biologic life
chain. Ensuring the conservation-development balance is the main principle of
sustainability at national parks that are established in order to meet the tourism
and recreation needs of people without damaging the ecologic balance.

In this research, the natural and cultural features of the park were put out and
each scale was evaluated by means of scale reports. As a result, the total rates of
usage, preservation and tourism potential was determined as 56,7 %, 48,9 % and
7,8 %, respectively. It was seen that when the preservation value is considered,
only the one eighth of the park is possible to be used, although the area has a
high potential. This result of a low tourism potential in the area is natural, due
to the area’s status as a national park.

A questionnaire was also made in order to determine the deficiencies of the
area and the expectations of both the local community and the local - foreign
tourists. According to this, the large part of the participants expressed the defi-
ciency of the infrastructure for recreational use. After the evaluation of the ob-
tained results with other results, the priorities of the area are determined and
suggestions are given towards developing the tourism and recreational use of
the area, while preserving its resource values.

Key words: Nature Conservation, Conservation-Development, Sustainability,
Troy Historical National Park, Tourism and Recreation
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Internet teknolojisindeki gelismelere paralel olarak ekonomik ve sosyal yagsam
da degisim gecirmektedir. Artik alisveris bir yana bankacilik islemleri, yatirim
islemleri ve hatta yemek siparisleri bile internet sayesinde hizli ve kolayca yapi-
labilmektedir. Bu noktada ortaya ¢ikan elektronik ticaretin yayginlagsmasi ile
hizl1 ve 6nceden kestirilemeyen yenilikler sayesinde 6zellikle gelismis ve gelis-
mekte olan iilkeler i¢in avantajlar olusmaktadir. Online satisin en basit sebebi
ucuz olmasidir. Bazi online kataloglardaki fiyatlar, perakendecilerin fiyat liste-
lerinden ve geleneksel outletlerdeki fiyatlardan ¢ok daha diisiik olmaktadir.

Turizm sektorii de bu avantajlardan yararlanmay: basaran endiistrilerden bi-
ridir. Internet, turizm talebinin artisinda énemli bir role sahiptir ve bunun ya-
ninda turizm deneyimini de zenginlestirmektedir. Turizm endiistrisinde tiiketi-
ci tatmini, destinasyonun erisilebilirligi, sundugu olanaklar, ¢ekim faktorleri ile
ilgili giincel, giivenilir ve eksiksiz bilgiye baglidir. Geleneksel araglara gore da-
ha kapsamli bir igerik sunarak turistik tiiketicinin beklentileri ile deneyimi ara-
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sindaki farki azaltan internet, kotii siirprizleri de ortadan kaldirir. Ayrica rezer-
vasyonlarin kolay ve hizli sekilde yapilabilmesine de olanak saglar. Internetin
gelismesi ve ticari potansiyelinin biiyiimesine bagh olarak web sitelerinin sayis1
her gecen giin artmakta ve bu alanda is yapma bicimleri giderek daha spesifik
bilgi birikimini zorunlu kilmaktadir.

Online rezervasyon hizmeti veren web sitelerinin kullanilmasmin internet
kullanimiyla ilgili kuvvetli bir iliskisi oldugu diisiincesi ile ilgili hedef kitle yerel
bir kurum olan Akdeniz Universitesi'nin akademik personeli olarak tanimlan-
mustir. Orneklem olarak akademisyenlerin tercih edilmesinin bir bagka sebebi
ise gesitli kongre, konferans gibi bilimsel toplantilar nedeniyle sik seyahat etme-
leri ve bu sebeple turistik {iriin ve hizmetleri sikga tiiketiyor olmalaridir. Bu
amagla ilgili kisilere ulagsmak igin iiniversitenin internet sitesindeki elektronik
posta adresi listesinden yararlanilmustir.

Calismanin birinci boliimiinde internet ve elektronik ticaretin ge¢misi ve geli-
simi incelenerek genel tanim, kapsam, avantaj ve dezavantajlar1 aciklanmaya
calisilmistir.

Calismanin ikinci boliimiinde turizm ve turizm pazarlamas: ile ilgili genel
bilgiler verilerek turizm sektdriinde internet kullanimi agiklanmistir. Akabinde
online rezervasyon tanimlanmaya calisilmis ve online rezervasyon hizmeti ve-
ren web siteleri ile ilgili bilgi verilmistir.

Caligmanin son boliimiinde ise Akdeniz Universitesi'ndeki akademik perso-
nelin online rezervasyon hizmeti veren web siteleri hakkindaki goriiglerini be-
lirlemeye yonelik yapilan arastirmadan elde edilen veriler analiz edilmistir. Bu
analizler bu siteleri kullanan ve kullanmayanlarin demografik 6zellikleri ara-
sinda hem benzerlik hem de farkliliklar oldugunu ortaya koyarken, kullananla-
rin da kadin ve erkek faktorleri agisindan anlamh farkliliklar oldugunu goster-
mistir. Bunun yaninda bu sitelerin kullanimu ile gelir diizeyi ve cinsiyet arasinda
anlaml bir iligki olmadig: tespit edilirken, internet kullanum siiresi ve internet-
ten bagka iiriin ve hizmetlerin satin alinmasi arasinda anlaml bir iliski oldugu
belirlenmistir.

Anahtar sozciikler: E-Turizm, Internet, Online Rezervasyon
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ABSTRACT

Parallel to development on technologies about internet, social and economical
lives also develop. Addition to shopping; banking, investment and meal orders
can be done online very fast and easily. Because electronic commerce becomes
widespread and because of unexpectable innovations, developed and develop-
ing countries are gaining advantages. The simplest reason for online selling is
because it is very cheap. Prices on some online catalogs are even very less than
prices on retailers’ and traditional outlets’ prices.

Tourism is one of the industries which achieve to gain from these advantages.
Internet has an important role for increasing on tourism demands and it also
enriches the tourism experiences. Consumer satisfaction in tourism is depend-
ing on accessibility of destinations, offered facilities, actual, reliable and com-
plete information about attraction factors. Internet which decreases difference
between consumer’s expectations and experiences by offering more comprehen-
sive content than traditional tools, takes away the bad surprises too. It also pro-
vides easy booking and fast reservations. The number of web sites depending
on development on internet and growth on commercial potential is increasing
every day and types of performing actions on this field necessiates accumula-
tion of specific knowledge.

Usage of online reservation web sites has a very strong relation with usage of
internet in general. According to this, target group is defined as academic staff
in Mediterranean University which is a local foundation. Another reason why
academicians are selected as sample is that they travel a lot because of various
congresses and conferences and consume touristic products and services very
often. Electronic mail address list in the university’s web site is used to be able
to reach these people.

In the first part of the study, general definition, scope, advantages and disad-
vantages of internet and electronic commerce are tried to be explained by exam-
ining their pasts and developments.

In the second part of the study, internet usage in tourism sector is explained
by providing general information about tourism and tourism marketing. After-
wards, online reservation is tried to be defined and information about web sites
which serve as online reservation web sites is presented.

In the last part of the study, the survey which tries to specify opinions of aca-
demicians in Mediterranean University about web sites which give services on
online reservation is analysed. While this analysis exhibits that there are both

similarities and differences among demographic characteristics of people who
use or don’t use online reservation web sites, it also indicates that there are sig-
nificant differences among people who use these web sites in the sense of male
and female factors. Moreover, while the survey determined that there is not a
significant relation between usage of these web sites, and income level and gen-
der, it concluded that there is a meaningful relation between internet usage time
and purchasing other products or services from internet.

Key words: E-Tourism, Internet, Online Reservation.
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Turizm ve seyahat endiistrisinde isletmelerin hayatta kalabilmeleri icin rekabet-
¢i listiinliik saglayic {iriin ve stratejiler gelistirmeleri artik kaginilmaz bir olgu-
dur. Bu bakimdan isletmelerin ise miisteri perspektifinden yaklasarak, yerli ya
da yabanci turistleri satis ve pazarlama c¢abalarinin merkezine oturtmalars, turist
odakl: iliski gelistirmeleri, isletme ile turistler arasinda kurulacak uzun vadeli
iligkilerin temelini olusturmaktadir. Bu noktada Miisteri Iliskileri Yonetimi-
MIY) igletmelerin izleyebilecekleri stratejiler konusunda anahtar ipuglari ver-
mektedir. MiY’in temelinde miisteriyi anlamaya ¢alismak, onu analiz etmek,
istek ve arzular1 dogrultusunda, diger bir ifade ile miisteri yonli iirtin ve hiz-
met gelistirmek yatmaktadir. Turizm igletmeleri, MIY sayesinde daha kolay
pazar boliimlendirmesi yaparak yerli ve yabanc turistlere yonelik turistik tiriin
cesitleri ya da daha ozel turizm tiirleri gelistirip pazarlayabilmektedir. Boylece
miisteri memnuniyeti yiizdesindeki artisa katki saglanmaktadir. Diger taraftan
daha karh olabilecek miisteri gruplar belirlenerek o kitlelerin turizm isletmesi-
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nin sadik miisterisi olmasi kolaylasabilmektedir. Boylece turizm isletmelerinin
satis-pazarlama-arastirma zahmet ve maliyetlerinin azalmasi miimkiin olurken;
diger taraftan da her bir miisteriye iliskin tutulan olumlu ve olumsuz rapor ve
kayitlar isletmelere izledikleri stratejilerin avantaj ve dezavantajli yonlerini re-
vize etme imkarn verecektir.

Bu calismada turizm endiistrisinin 6nemli oyuncularindan olan seyahat
acentalarinin MIY uygulama seviyeleri arastirilmaktadir. Literatiir kisminda
oncelikle MIY kavrami ve Ozellikleri iizerinde durulmakta, turizm isletmeleri
acisindan MIY’in 6nemi ve yararlar teorik olarak incelenmektedir. Calismanin
uygulama kisminda ise aragtirma ydntemine iliskin bilgilerin yar sira Istan-
bul’daki A grubu seyahat acentelerinde gergeklestirilen anket ¢alismasi ile elde
edilen bulgular ve sonuglara yer verilmekte ve Onerilerde bulunulmaktadir.
Yerli literatiirde turizm endiistrisinde MIY ¢alismalarimin az sayida olmasi, bu
¢alisma konusunun seciminde temel faktor olmustur. Turizm endistrisi kapsa-
minda miisterilerle ilk temas1 gerceklestiren isletmelerin seyahat acenteleri ol-
dugu dikkate alindiginda, seyahat acentelerinin hem isletmeler, hem de miiste-
riler igin gesitli faydalar iceren MIY uygulamalar1 hakkinda yeterli bilgiye sahip
olmalar1 gerekir. Dolayistyla, MIY uygulamalar1 kapsaminda seyahat acentele-
rindeki mevcut durumun degerlendirilmesi, hem mevcut literatiire kendi ¢a-
pinda katki saglamasi agisindan, hem de isletmelere aydinlatic1 ve yonlendirici
¢ikarimlar saglamasi bakimindan 6nem tasimaktadir.

Bu arastirmanin amaci, miisteri iligkileri yonetimi uygulamalarinin hizmet
sektoriindeki isletmeler ve tiiketiciler acgisindan 6nemini teorik olarak ortaya
koyarak turizm isletmelerinde MIY uygulamalarinin diizeyini belirlemeye ilis-
kin goriisleri irdelemektir. Bu amaca yonelik olarak gergeklestirilen arastirma-
nin evrenini Istanbul ili Avrupa yakasinda Sisli ilgesi sinirlarinda faaliyet goste-
ren A grubu seyahat acenteleri olusturmaktadir. 20 adet A grubu seyahat acen-
tesi kiime olarak secilmis ve bu acentelerdeki calisanlar iizerinde toplam 227
anket uygulanmistir. Arastirma sonucunda elde edilen verileri betimlemek a-
maciyla ankette yer alan her bir ifade, frekans ve yiizde dagilimlar1 kullanilarak
degerlendirilmistir. Ayrica, s6z konusu her bir ifadeye yonelik goriislerin cali-
sanlarin bazi &zelliklerine goére 0,05 anlamlilik diizeyinde &nemli bir farklilik
gosterip gostermedigi Bagimsiz Orneklemler igin T-Testi ve Tek Faktorlii
Varyans Analizi ile test edilmistir. Bununla birlikte, galisanlarin goriislerinin
calistiklar1 acentelerin bazi 6zelliklerine gore 0,05 anlamlilik diizeyinde 6nemli
bir farklihk gosterip gostermedigini belirlemek iizere Kruskal-Wallis H testi
uygulanmistir. Acente ¢alisanlariin goriisleri dogrultusunda elde edilen bulgu-
lar, seyahat acentelerinde MIY uygulamalar1 diizeyinin olumlu yénde oldugunu



1094 IV. Lisanstisti Turizm Ogrencileri Aragtirma Kongresi

Yiiksek Lisans Tezleri 1095

ortaya koymaktadir. Diger yandan, calisanlarin MIY uygulamalarina iliskin
goriiglerinin, acentelerin bazi ozelliklerine (faaliyet siiresi, personel sayisi ve
sube sayist) gore anlamli farkliliklar gostermekte oldugu goriilmektedir.

Anahtar sozciikler: Miisteri Iligkileri Yonetimi, Miisteri Sadakati, Turizm Islet-
meleri, Seyahat Acentesi

ABSTRACT

Developing new products and strategies in providing competitive advantages is
inevitable in the enterprises in order to survive in travel and tourism industry.
In this case businesses should take an approach from the customer perspective,
centralize their marketing and sales efforts on foreign and local customers, de-
velop relations focused on tourists and form a basis for long-term relationships
between the customer and the establishment. At this point Customer Relation-
ship Management (CRM) gives key information’s about the strategies these
enterprises could follow. CRM’s fundamentals are to try to understand the cus-
tomer, analyze them, in direction of their needs and desires, in other words to
develop customer based products and services. Thanks to CRM applications,
tourism enterprises are able to develop and market tourism products and more
special kinds of tourism for local and foreign tourists by making market seg-
mentation. Thus it contributes to the increased percentage of customer satisfac-
tion, on the other hand, determining more profitable customers for the estab-
lishment could ease the customer to be loyal to the firm. Hence, it's possible to
decrease the costs of sales and marketing research. On the other hand the re-
ports of satisfied and unsatisfied customers that are held will give the opportu-
nity to the establishment to revise the current strategies in terms of advantages
and disadvantages.

The levels of CRM application for travel agencies- that of important players of
tourism industry- has been investigated in this study. In the literature part, first
of all CRM as a concept is presented and the importance and benefits of CRM
for tourism enterprises are examined theoretically. In the application part of the
thesis, as well as informations about research methods, surveys findings and
results conducted on a group travel agencies in Istanbul took place and some
recommendations were made. The lack of CRM studies about tourism industry
in local literature was the main factor for choosing this subject. As they have
realized the first direct contact with the customers, travel agencies should have
enough knowledge about CRM applications containing benefits for both com-
panies and customers. Consequently, evaluation of the current CRM techniques

for travel agencies is pivotal for both benefiting the current literature in its own
space and also for guiding and directing establishments and enterprises.

The aim of this study is to consider the matter regarding the designating the
level of CRM applications at the tourism enterprises at length by bringing up
theoretically the importance of the applications of the customer relationship
management in regard with the enterprises and the consumers in the service
sector. The phase of the research directed towards this purpose, is consisted of
the traveling agents of group A, work on the European side, within the borders
of Sisli province. 20 traveling agents of group A were chosen as a cluster and a
total of 227 surveys have been employed on the employees of these agents. At
the result of the study, in order to describe the obtained data, each statement
was evaluated by using frequency and percentage. Additionally, the opinions
directed towards each statement have been tested with Independent-Samples T
Test and One-Way ANOVA (One Factor Analysis of Variance) to see whether
there is an important difference at the 0.05 level of significance in accordance
with some characteristics of the employees. Nonetheless, a Kruskal-Wallis H
test has been applied in order to determine whether or not it displays a signifi-
cant difference in regard with the employees” opinions at the 0.05 level of sig-
nificance by some characteristics of the employing agents. Findings obtained
from agent employees, displayed that the level of CRM applications level of the
traveling agents is in an affirmative direction. On the other hand, it was seen
that employees’ opinions regarding the CRM applications, displayed meaning-
ful differences according to some characteristics of the agents (period of the
activity, personnel number and number of branches).

Key words: Customer Relationship Management, Customer Loyalty, Tourism
Enterprises, Travel Agency
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Avrupa igin ‘6teki’ olarak goriilen Tiirkiye 1987 yilinda Avrupa Birligi'ne gir-
mek i¢in tam {iyelik bagvurusu yapmustir. 1999°da Helsinki Zirvesi’'nde adaylig:
resmen kabul edilmis ve 3 Ekim 2005 tarihinde AB ile {iyelik miizakerelerine
baslanmistir. Ancak Avrupa’da, Tiirklere iliskin olumsuz 6nyargi ve imgelerin
Tiirkiye'nin Avrupa Birligi'ne girmesinde temel sorun oldugu hep gozlemlen-
mistir. Avrupalilarin Tiirkiye'yi yeterince tanimadigi, belleklerindeki Tiirkiye
ve Tiirkler ile ilgili diisiincelerin 6nyarg: ve yanlis imgeler ile sekillendigi ger-
¢egi artik tiim kamuoyu tarafindan bilinmektedir. Bu nedenle de, Tiirkiye'nin
ve Tiirklerin yurtdisinda modern yiizii ve farkh degerleri ile tanitilmas: ve geg-
misten gelen olumsuz imge ve 6n yargilarinin silinmesi zorunlu hale gelmistir.

‘Avrupa Birligi Yolunda Tiirkiye’'nin Tamitim Sorunlari: Billboard Tasarim
Onerileri’ baslikli tezin birinci boliimiinde, Tiirkiye'nin ve Tiirklerin AB’deki
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imaj sorunu ge¢misten bugiine tiim yonleriyle ele alinmaya calisilmistir. Avru-
pa Birligi yolundaki Tiirkiye'nin Bati ile olan iligkilerinde 6zellikle Osmanl
Imparatorlugu déneminde ve 19. Yiizy1l'da olusmus olumsuz imgelerin neden-
leri irdelenmis, Tiirk iscilerin yogunlukla yasadig:1 AB {ilkelerinden gelen turist-
lerin olumsuz 6nyargilar: ve nedenleri iizerinde durulmustur. Tirkiye'nin Av-
rupa Birligi'ne adaylig: siirecinde 6niine konan islam, insan haklari, demokrasi
ve az gelismislik gibi sorunlarin temelinde ge¢misten kalan olumsuz imge ve
onyargilar oldugu gosterilmeye calisilmistir.

Ikinci béliimde, iilke tanitiminda marka, imaj ve grafik tasarim dgeleri {ize-
rinde durulmus, reklam, bilgilendirme, halkla iligkiler, propaganda, turizm
amach tanitma teknikleri gibi toplumu etkileme ve ikna etme yontemleri agik-
lanmistir. Bir toplumun zihninde diger toplumun imajin1 olusturmanin 6nemi
ve bunu basarmada kullanilan teknikler ele alinmistir.

Ugiincii béliimde ise Tiirkiye'nin tanittminda rol oynayan kuruluslar, iistlen-
dikleri gorevler ve etkinlikler ele alinmustir. Tiirkiye'nin turizm ve kiiltiir tanit-
ma etkinliklerine de deginilmistir.

Dordiincii boliim agikhava reklamciliginin tanimi, agiklamasi ve 6nemine ay-
rilmistir. Diger mecralar ile karsilastirildiginda agikhavanin dstiinliikleri ve
turizm tanittmindaki 6nemi {izerinde durulmustur.

Besinci boliimde, iilkelerin uluslararasi platformda marka degerleri bakimin-
dan incelemeleri yapilmis ‘iilke markast” kavrami irdelenmistir. Tiirkiye'nin ve
cesitli tilkelerin son yillarda gergeklestirdigi tanitim kampanyalar1 uygulamalari
tasarim ve igerikleri bakimindan incelenmistir. T.C. Kiiltiir ve Turizm Bakanhg:
tarafindan yiiriitiilen tanitim kampanyalar1 ve uygulamalar: grafik tasarim agi-
sindan degerlendirilmistir.

Son boliim, imaj sorunlarinin AB-Tiirkiye iligkilerindeki olumsuz etkilerini
azaltmaya yonelik yapilan bilboard uygulamalari ve degerlendirmelerinden
olusmaktadir. Tiirkiye’nin turizm tarutiminda giines, deniz ve kum ogelerinin
yani sira farkl stratejiler ile kiiltiirel tanitiminda, insan 6gesinin ve degerlerinin
vurgulanmasinin 6nemi belirtilmistir.

Anahtar sozciikler: Grafik Tasarim, Reklam, Tiirkiye Tanitimi, Ulke imajl,
Bilboard
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ABSTRACT

The full membership application for European Union was made in 1987 for
Turkey which is seen as “other” in Europe’s point of view. Turkey’s candidacy
for membership was officially approved at EU Helsinki Summit in 1999 and
accession negotiations with EU were started on 3rd October, 2005. However, to
date it has been observed that negative prejudices and images against Turkish
people throughout Europe are main problems for Turkey’s accession in EU. It is
so apparent for whole general public that Europeans do not know Turkey
enough and their thoughts about Turkey and Turks are based on prejudices and
false images. Now it is absolutely necessary to present Turkey (and also Turks)
with its modern face and different values abroad and to remove all negative
images and prejudices which have come from the past.

In the first part of this thesis which has been made for these reasons, image
problems of Turkey and Turks in Europe’s point of view are considered in all
aspects from past to now. In this study, the reasons of negative images on the
relationship between Europe and Turkey which is on the way to European Un-
ion, especially constituted in the era of Ottoman Empire and in the 19th century,
are dealt with and prejudices of tourists coming from EU countries, especially
ones in which plenty of Turkish workers live, and reasons for them are empha-
sized. It is shown that the obstacles like Islam, human rights, democracy and
underdevelopment which are put into Turkey’s way in the process of European
Union candidacy are based on negative images and prejudices coming from the
past.

In the second part of the thesis, the brand, image and graphic design elements
in a country promotion are emphasized, and the methods of public persuasion
and influencing like advertising, promotion, information, public relations,
propaganda and promotion techniques aimed at tourists are explained. The
importance of creating a country’s image awareness on the others is considered
and the techniques used for achieving this aim are dealt with.

In the third part of the thesis, agencies playing a role in Turkey’s promotion,
their duties and activities are studied. Turkey's tourism and cultural promotion
activities are also investigated.

The fourth part is allocated for the definition, explanation and importance of
outdoor advertisement and billboard. It is emphasized that outdoor advertise-
ment has some great advantages in contrast to some advertisement sources like
printed media, TV and radio, and is very important for tourism promotion.
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In fifth part of the thesis, countries are assessed in international platform ac-
cording to their “brand equities”. Promotion campaigns and application works
that are carried out by Republic of Turkey, Ministry of Tourism are considered
in line with graphic design. In the same part, some most recent promotion
campaigns carried out by different countries are also dealt with in the same
context.

The last part of the thesis consists of billboard applications that have been
done for reducing negative impacts of image problems on the relationship EU
and Turkey, and assessments of such kind applications. It is stated that empha-
sizing the culture, human factor and universal values of the country in the pro-
motion is important, as well as sun, sea and beaches.

Key words: Graphic Design, Advertisement, Turkey’s Promotion, Country’s
Image, Billboard.
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Cagimizda gelisen teknoloji ve artan rekabet kosullar: insanlar1 yogun bir tem-
po ve siirekli degisen bir diizene siiriiklemektedir. Bu degisim ve siiriiklenme
igerisinde insanlar, bazen kendilerini her seyden cekerek cevreye karsi yabanci-
lagabilir. Gerek orgiitlerde, gerekse sosyal ¢evrede insanlari yabancilagsmaya iten
bircok neden ve davrams vardir. Is goren olarak, orgiitsel yabancilasmay1 etki-
leyen orgiit iklimi, yonetici davranislari, arkadaslik iliskileri ve yetki sorumluluk
gibi bircok etmen yabancilagmay1 olumlu ya da olumsuz yonde etkilemektedir.

Glintimiizde, profesyonel diisiinen orgiitler i¢in iyi is goren sadece ¢ok ¢alisan
degil orgiitiin degerlerini benimsemis, bu degerleri igsellestirmis ve goniil bagi
ile orgiite bagh alan is gorendir. Ancak bu sekilde is gorenlerin 6zveri ile ¢alis-
mast ve her sartta isletmenin ¢ikarlarimi diistinmesi miimkiindyir. Orgﬁte ya-
bancilagmis bir is gorenin tutum ve davranislari, 6zellikle miisterilerle bu kadar
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yakin temas halinde olan turizm sektdriinde ¢ok hassas bir noktada yer almak-
tadir. Orgiitsel yabancilasmanin artmasi aym zamanda; orgiitsel sessizlik, or-
glitsel baghligin yok olmasi, iletisimin azalmasi gibi bir¢ok olumsuz tutum ve
davranisin ortaya ¢ikmasina da zemin hazirlamaktadir. Bu nedenle turizm is-
letmelerinde orgiitsel yabancilagmanin arastirilmasi ve buna etki eden nedenle-
rin ortadan kaldirilmasi son derece dnemlidir.

Bu ¢alismanin temel amaci, konaklama isletmelerindeki is gorenlerin, drgiite
kars1 yabancilasma algilarini belirlemek, bu algilar1 yabancilasma boyutlarina
gore incelemek ve yabancilagma nedenlerini ortaya koymaktir.

Tiirkiye’de yabancilasma ile ilgili arastirmalarin tarihi oldukga yenidir ve ni-
cel acidan da yetersizdir. Yabancilasma ile ilgili arastirmalarin 6zellikle son on
bes yilda yogunlastig1 goriilmektedir. Yenigeri (1991), catismayi, yonetime ka-
tilma ve yabancilasmay1; Minibas (1993), banka ¢alisanlarinin ise yabancilasma-
sin; Telman (1988) ve Aybar (1995), isten doyum ile yabancilasmayi; Duru
(1995), tiniversite 6grencilerinde yalmzlik ve yabancilagmayi; Bayat (1996), ¢i-
mento ve otomotiv sektorlerinde ¢alisan isgilerin ise yabancilasmasini; Bayhan
(1997), iiniversite 6grencilerinde anomi ve yabancilasmay1; Hosgortir (1997) ise
egitim is gorenlerinin Orgiitsel tutumlarini, Duygulu (1991, 1999) yabancilasma
boyutlarimi, Tamara (2006) orgiitsel yabancilasma yonetimini; Biiyiikyillmaz
(2007) yabancilasmanin sosyo-psikoloji etkilerini incelemistir. Orgiitsel boyutta
yabancilasmanin ¢ok fazla incelenmedigi goriilmektedir. Bu nedenle yapilan
calisma, literatiire yapacagi katkidan dolay1 olduk¢a dnemlidir.

Calisma ii¢ boliimden olusmaktadir. Birinci boliimde, yabancilasma kavrami-
nin tanumi yapilarak, yabancilasmanin tarihsel gelisimi, nedenleri, boyutlar1 ve
sonuglar1 incelenmis, ikinci boliimde ise; orgilitsel yabancilasma kavramina yer
verilmistir. Calismanin son boliimiinde ise, konu ile ilgili olarak Antalya ilinde
uygulanan alan arastirmasi ve sonuglarina yer verilmistir. Aragtirmanin evreni,
Antalya ilinde yer alan bes yildizli konaklama isletmeleri olarak belirlenmistir.
Veri toplama araci olarak anket tercih edilmis ve olgek, Biiyiikyilmaz (2007)
tarafindan gelistirmis olan “Yabancilasma Olgegi”nden alinmigtir. Calisma so-
nunda elde edilecek veriler SPSS programinda analiz edilerek sonuglar ortaya
konulacaktir.

Anahtar sozciikler: Orgﬁtsel Yabancilagsma, Giigstizliik, Yalitilma, Turizm, An-
talya
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ABSTRACT

In today’s era, developing technology and increasing competition conditions
blow away people into a rapidly changing and busy condition. In this changing
and blowing away, people sometimes may feel themselves alienated to their
social ground. In both organizations and social ground, there are many reason
and factor that cause people alienated. Many factors such as organizational cli-
mate, administrator behavior, friendship relations and authorization-
responsibility effect the alienation of the employee in negative or positive way.

Today, for those professional organizations, the employee is not only a hard
working staff but also someone who esteems the values of the organization,
someone internalizes the values of the organization and someone commits him-
self to the organization. It is only possible in this way that the employees may
be devoted to their organizations, and care the benefits of the organization in
every condition. In an organization, the attitude and the behaviors of an alien-
ated employee who is in a very close relationship with the customers in tourism
industry are at a very important position. The increasing of the organizational
alienation in the organization causes many negative attitudes and behaviors
such as organizational silence, decreasing of the organizational commitment,
decreasing of the communication. Therefore in tourism organizations, searching
the organizational alienation and decreasing the factors cause organizational
alienation are very important.

The main purpose of the study is to determine the impression of alienation of
the employees working at the accommodation establishments, to search these
impressions according to the dimensions of the alienation and expose the rea-
sons of the alienation.

In Turkey, the recent studies about the alienation are new and inefficient. The
researches about the alienation are seemed to be intensified in the last 15 years.
When the researches of the researchers are reviewed, Yeniceri (1991) confliction,
attending to the administrating, alienation; Minibas (1993) alienation of the bank
employees; Telman (1998) and Aybar (1995) job satistification and alienation;
Duru (1995) loneliness and alienation of the university students; Bayat (1996) job
alienation of the employees working in cement and automotive industry; Bay-
han (1997) anomie and alienation on university students; Hosgoriir (1997) or-
ganizational attitudes of the educators; Duygulu (1991, 1999) the dimensions of
the alienation, Tamara(2006) administration of the organizational alienation;
Biiyiikyillmaz (2007) have searched the socio-psychologic effects of the alien-
ation. It is seemed that the alienation in organizational basis is not studied
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much. Therefore this study is very important because of the contributions to the
literature.

This study has a three parts. In the first part, the definition of the alienation,
historical development, causes, dimensions and results and in the second part;
the concept of organizational alienation have been studied. In the last part of the
study, related with the study, an area search, performed in Antalya, and the
results of this area search have been studied. The universe of this search is de-
fined as five star accommodation establishments in Antalya. A survey has been
preferred as a data collection method and the scale has been taken from the
“Alienation Scale” performed by Ozan Biiyiikyilmaz (2007). The datas which
will be getting by the survey will be analyzed by SPSS programme and the re-
sults will the declared.

Key words: Organizational Alienation, Powerlessness, Isolation, Tourism, Antalya
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Yatirimin geri doniisii anlamina gelen ROI, bu calisma kapsaminda egitim
faaliyetleri ile ilgili yatirimlar anlaminda kullanilmaktadir. Diger bir deyisle,
ROI egitimin etkililigini 6lgmek igin isletmelere yardimci olmaktadir. ROIL
yontemi verilen bir egitimin sonucu olarak kisi basi maliyetleri ve faydalar:
tanimlamaktadir. ROI, bes diizeyi icermektedir; tepki, 6grenme, davramis,
sonuglar ve ROL Egitime yapilan yatirrmin geri doniisiiniin ¢ok asamali bir yon-
tem izlenerek sayisal verilerle 6zellikle hizmet sektoriinde daha 6nce incelen-
memis olmasi ¢alismanin 6zellikle insan kaynaklar: yonetimi yazinina verecegi
katkiy1 gostermektedir. Ayrica, bu calismanin isletme yoneticilerinin egitimler
igin yaptiklar1 harcamalarin ne kadarinin ne kadar siirede geri donecegine ilig-
kin sayisal veriler sundugu icin yoneticilerin isletmelerinde egitim verme konu-
sundaki kararlarinda olumlu etki yaratacag: diisiiniilmektedir.
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Bu arastirma, Antalya ydresinde faaliyet gosteren bes yildizli bir otelin perso-
neline verdigi “Satis ve Yiyecek Icecek Hizmetleri Yazilimi Egitimi”nin maliye-
tinin isletmeye ne kadarmin (% kaginin) ne kadar siirede (kag ayda) geri done-
cegini sayisal olarak hesaplamay1 amaclamaktadir. Arastirma {i¢ asamali bir sii-
reci icermekte ve her asamasinda farkli anket ve bilgi formlar1 kullanmay1 ge-
rektirmektedir. Bu nedenle, arastirmada anket yontemi kullanilmakla birlikte,
bazi asamalarda yoneticilerle yiiz ylize goriismeler de yapilmistir. Anket
formlari egitimi alan personele egitimin ilk giinii, son giinii ve egitimden 10 giin
sonra (toplam ii¢ asamada), yoneticilere ise sadece egitimden 10 giin sonra
(sadece bir defa) uygulanmigtir. Yoneticilere uygulanan anket, egitimi alan per-
sonelin bilgi ve beceri diizeyindeki degisime iligskin yoneticilerin goriislerini
yansitmaktadir. Anketler, “Satis ve Yiyecek Icecek Hizmetleri Yazilimi1 Egitimi”
alan onbiiro, yiyecek ve igecek (F&B) ve satis departmanlarinda calisan
katilmalara uygulanmigtir. Arastirma, 19.04-07.05.2007 tarihleri arasinda
gerceklestirilmistir.

Bulgular incelendiginde, tepki asamasindan elde edilen 7’li likert olgek
lizerinden 5,7 genel ortalama, katilimclarin egitimciyi, gevreyi, egitim
yazilimin, isteki etkisini, is sonuglarini ve yatirimin geri doniisiinii ve genel
olarak programin begenildigini gdstermektedir. Ogrenme asamasinda
katilimailarin, program sirasinda 7’li likert 6lgek iizerinden 5,9, programdan 10
glin sonra 5,3 genel ortalama ile daha 6nce sahip olmadiklar1 yeni bilgi ve
beceriler edindikleri sonucuna ulasilmistir. Uygulama asamasinda katilimcilarin
biiyiik ¢ogunlugu edindikleri bilgi ve becerileri 6ngordiikleri siirede ve sekilde
islerine uygulamislardir. Isteki etki asamasinda, egitim programi ile ulagilmasi
hedeflenen orgiitsel sonuglardan egitimin verimlilik {izerine etkisi,
performanstaki iyilesmeye egitimin katkisi, bilgi ve becerilerin isi yaparken
gerektirdigi zaman konusunda ilerleme saglandig1 sonucu elde edilmistir.

ROI hesaplamasi i¢in, egitim programiin faydalar: ile maliyetleri karsilagtiri-
larak ROI oran1 %266,90 olarak hesaplanmustir. Bu oran egitim igin harcanan her
1 YTL'lik yatirmmin 0,266 YTL geri doniis sagladigim gostermektedir. Bu oran
¢ok yiiksek olmamakla birlikte kabul edilebilir diizeydedir. Bu sonug, yapilan
yatirimin su anda geri doniis siiresinin uzun oldugunu, ancak gelecekte yapil-
mas! planlanan egitim programlarinda yapilacak iyilestirmelerle yatirim yapil-
maya deger oldugunu gostermektedir. Bu sonucu, katilimcilarin programi ku-
rum ve kisisel gelisimleri agisindan yatirim yapilmaya deger bulduklari goriisti
de desteklemektedir.

Anahtar sozciikler: Egitim, ROI, Antalya
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ABSTRACT

ROI, meaning Return on Investment, is used in this study in the meaning of in-
vestments concerning educational practices. In other words, ROI helps the enter-
prises in measuring the effectiveness of education. ROI defines the benefits and
costs per person as a result of an educational practice with previously given
methodology. ROI includes five levels; reaction, learning, behaviour, results and
ROL The fact that the return of investment on education has never been investi-
gated with a multi-level method based on quantitative data especially in service
industry demonstrates the contribution of this study to the literature for human
resources management in particular. Furthermore, this study may also have a
positive effect on the decisions of managers regarding educational practices in
enterprises, as it demonstrates quantitative data concerning how much of the ex-
penses made by the enterprise managers for educational practices may return in
what period.

This research aims to quantitatively estimate how much (%) of the cost made
by a five-star hotel operating in Antalya district for a “Software Education for
Sale and Food & Beverage Service” given to its personnel will return to the en-
terprise in what period (how many months). The research comprises a process of
three stages, where each stage requires the usage of different questionnaires and
data forms. Therefore, managers have been contacted personelly at some stages,
besides the questionnaire method. The personnel who attended the educational
courses were given the questionnaire forms on the first and last days of the edu-
cation, and 10 days after the education (a total of three stages), whereas the man-
agers were only given 10 days after the education (only once). The questionnaire
applied to the managers reflects the opinions of managers regarding the change
in level of knowledge and skill of the personnel who attended the educational
course. The questionnaires were applied to the participants employed in front
desk, food and beverage (F&B), and sales departments who had taken the “Soft-
ware Education for Sale and Food & Beverage Service”. The research has been
conducted between April 19th, 2007 and May 07th, 2007.

When findings are evaluated, an average mean of 5.7 out of 7-point Likert scale
demonstrates an overall satisfaction by the programme, including the instructor,
environment, education software, outcome, and the return on investment. The
results show that the participants have gained new knowledge and skills they
did not have before with an average mean of 5.9 during the programme, and 5.3
in 10 days after the programme out of 7-point Likert scale. In application stage, a
majority of the participants have applied the knowledge and skills they have
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gained to their work in predicted time and manner. In effect on work stage, con-
siderable progress has resulted among the organisational results that were aimed
to be achieved by the education programme, such as the effect of education on
efficiency, contribution of education to the improvement in performance, and
time required for work based on knowledge and skills.

For the estimation of ROI, the costs and benefits of the education programme
have been compared and the ROI ratio has been calculated as 266.90%. This ra-
tio demonstrates a total of 0.266 YTL return for every 1 YTL investment spent
for education. This ratio is not too high, though it is an acceptable level. This re-
sult shows that the current return time of the investment made is long, yet the
investment is worth making with the improvements concerning future educa-
tion programmes. This result is also supported by the opinion of participants
who believe that the investment for the programme is worth making concerning
institutional and individual development.

Key words: Education, ROI, Antalya.



IV. Lisansiistii Turizm Ogrencileri Aragtirma Kongresi: 1108-1112,
23-27 Nisan 2008, Belek, Antalya,

Butun haklari saklidir

ISBN: x978-975-96260-3-7

20. Yizyil Bagindan Giiniimiize Adana’da Kent Otellerinin Geligimi
Development of Adana City Hotels, from Early 20th Century to Present Time

Yiiksek Lisans Tezi

Songiil YUREK
Cukurova Universitesi, Fen Bilimleri Enstitiisii,
Mimarlik Anabilim Dali
E-posta: songul3yurek@gmail.com

Danisman:
Yrd. Dog¢. Dr. Onur ERMAN

Cukurova Universitesi

Kabul tarihi: 17 Aralik 2007

0z

Adana; Anadolu’ya gegen ve Istanbul’a ulagan kervan yolu iizerinde yer alma-
styla 16. ylizyildan itibaren ulasim, {iretim ve ticaret bakimindan 6nemli bir
merkez olmustur. Bunun yani sira; 20.yiizy1l baslarinda Adana-Mersin Demir-
yolu hattinin Berlin-Bagdat Demiryolu hattina eklemlenmesi, kentin bolgede
merkez olma 6zelligini korumasina katkida bulunmustur. Kentin yakin déonem-
deki gelisimine bakildiginda; gelisime yon veren olgularin sanayi ve ticari yati-
rimlarla paralellik gosterdigi goriiliir. Kent sahip oldugu fiziksel olanaklar ne-
deniyle turistik amacgli konaklama agisindan oldukga diisitk bir potansiyele
sahiptir. Ancak kentin ticaret, isgiicli ve sanayi potansiyelinin kentteki konak-
lama yapilarimin olusumunda etkin rol oynadig: diistiniilmektedir. Zaman igin-
de kent ekonomisini olusturan ticaret, ulasim, iiretim gibi olgularla, sosyal ve
kiiltiirel yapida goriilen degisim ve gelisimlere bagh olarak kentteki konaklama
yapilarinin niteligi degismistir. Bu bilgiler 1s18inda Adana’min tarihsel siireg
iginde gelisimi ve glintimiiz kosullar1 da goz 6niine aliarak kentte mevcut ko-
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naklama olgusunun agrilikli olarak “kent oteli” seklinde tanimlanabilecek ko-
naklama yapilarindan olustugu sdylenebilir.

Calisma; Adana kent merkezinde “kent oteli” olarak tanimlanabilecek konak-
lama yapilarmin 20. yiizyil basindan giiniimiize dek gelisimini incelemeyi he-
deflemektedir. Boylelikle Adana kentinde konaklama kavraminin gelisimine de
151k tutulmasi amaclanmaktadir. Bu kapsamda; tezin literatiir kisminda 6ncelik-
le konaklama kavrami agiklanmis, konaklamanin tarihsel siireg icinde diinyada
ve iilkemizde gelisimi incelenmis, ardindan konaklama yapilar1 siniflandirila-
rak, kent oteli kavrami tanimlanmistir. Mevcut otellerin yapisal olarak analiz
edilebilmesi icin otel yapilarinin genel anlamda mekansal, islevsel ve bicimsel
organizasyon semalar1 incelenmistir.

Calismanin tespitleri iceren 6zgiin kisminda ise; oncelikle 20. yiizyil basindan
glinlimiize dek Adana’da insa edilmis Kent otelleri belirlenmeye calisilmistir.
Bu amagla Adana Ticaret Odas: sicil kayitlari, Adana Biiyiiksehir ve Seyhan
Belediyesi Imar Miidiirliigii, Tapu ve Kadastro Miidiirliigii, Turizm Il Miidiir-
liigii, Adana Kiiltiir ve Tabiat Varliklarini Koruma Bolge Kurulu Arsivleri ince-
lenmistir. Tespit edilen oteller arasindan arastirmaya dahil edilen yapilarin ar-
siv ve belgeleme calismalar1 yapilmus, ilgili kisilerle goriismeler gerceklestiril-
mistir. Edinilen veriler dogrultusunda incelenen otel yapilar1 yildizli oteller
siireci dikkate aliarak 1980 6ncesi ve 1980 sonrasi olmak tizere iki grupta analiz
edilmistir.

Adana’da kent otellerinin gelisiminin izlenebilmesi i¢in; otel yapilarinin me-
kansal, islevsel ve bicimsel organizasyon semalar1 ¢ikarilmis, tespit edilen tarih
araliginda calismaya dahil edilen her bir otel yapisi organizasyon semalari tize-
rinden analiz edilmistir. Otellerin organizasyonel yapilarinin analizinin yani
sira yapilarin yer segimine iliskin belirleyiciler de incelenmeye calisilmistir.
Boylelikle 1980 6ncesi ve 1980 sonrasi ingsa edilen otel yapilarinin genel karakte-
rinin belirlenmesi amaglanmistir.

Bulgular genel olarak; 1. donem otellerinin genel karakterinin giintimiiz ko-
naklama anlayisindan farkli olarak sadece gecelemeye iliskin mekanlar: icerdi-
gini, 1980 ve sonrasinda inga edilen otellerde ise konaklama ihtiyacinda goriilen
degisim ve gesitlenmelerin etkisiyle fiziki mekan gereksiniminin ve konaklama-
ya iligkin konfor kosullarmnin arttigim gostermektedir. Ayrica kentin sosyokiil-
tiirel ve sosyo ekonomik yapisinda goriilen degisimlerin etkisiyle konaklama
yapilarinda islevsel alanlarin farklilastigi, biiyiikliiklerin degistigi de tespit e-
dilmistir. Ornegin 1. dénem otellerin erken &rneklerinde, 2. donem otellerinden
farkli olarak; eglenme, dinlenme, yemek ve sosyal ve bireysel aktivite alanlari-
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nin olmadigl, zemin kat kullaniminin konaklama ihtiyact disinda ticari amaclar
i¢in kullanildig1, zemin katta sadece kiiciik bir karsilama alaninin oldugu, 1.
donemin sonlarina dogru insa edilen otellerde ise bu mekanlarin kismen yer
aldig1 goriliir. Geceleme birimlerine bakildiginda ise 1. donem otellerde giinii-
miiz otellerinden farkli olarak; odalarin ¢ok sayida kullanicinin (2-6) birlikte
geceleyebilecegi biiyiikliikte ve 1slak hacimlerin mekan disinda koridorda ortak
olarak kullanildig1 ve 1slak hacimlerin diizenlenmesinde ise kadin erkek ayiri-
minin yapilmadig tespit edilmistir. Ote yandan kimi odalarin ise balkonlu ol-
dugu goriilmiistiir. Sonuglar dénemin konaklamaya iliskin kosullarini1 yansit-
makla birlikte, donemin konaklayan kullamici profili ve toplumun sosyo-
kiiltiirel yapist hakkinda bilgi vermektedir. Sonug olarak; sosyoekonomik ve
sosyokiiltiirel degisimin 1. ve 2. doneme ait konaklama mekanlar1 arasinda go-
riillen farkliigin nedenleri arasinda olmakla birlikte; Adana’da giiniimiiz kent
otellerinin bi¢cimlenmesine genel anlamda konaklama kiiltiiriinde goriilen degi-
simin de katkida bulundugu soylenebilir.

Anahtar sozciikler: Adana, Konaklama, Otel, Kent Oteli, Otel Organizasyonu.

ABSTRACT

Adana has always been an important center with regard to the transportation,
production and commerce beginning from the 16t century because it takes part
on the caravan route which passes to Anatolia and reaches Istanbul. In addition
to this; the addition of Adana-Mersin Railway to Berlin-Baghdad Railway Line
in the beginning of the 20t century made a great contribution to maintaining the
characteristic of being a center in the region of the city. When the development
of the city in the near past is examined; it is seen that the facts that lead the de-
velopment are exactly in line with the industrial and commercial investments.
The city has a considerably low potential in terms of the tourist-purposed ac-
commodation because of the physical opportunities that it has. However, it is
thought that the commerce, workforce and industry potential of the city played
an effective role in the formation of the accommodation structures in the city.
The nature of the structures of accommodation changed depending on the
changes and development which are seen in factors such as commerce, trans-
portation, production forming the economy of the city and also in the social and
cultural structure within the course of time. In the light of such information,
taking into consideration the development of Adana in the historical process
and the conditions of the day, it can be said that the present concept of accom-
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modation in the city is composed of the accommodation structures which could
be defined as the “city hotels” in particular.

The study targets at examining the development of the accommodation struc-
tures which could be defined as the “city hotels” in particular beginning from
the 20t century up to today. Thus, it is aimed at shedding light to the develop-
ment of the concept of accommodation in Adana city. In this respect; first of all
the concept of accommodation is explained in the literature chapter of the thesis
and the development of accommodation both in our country and all over the
world throughout the historical process, and then the accommodation struc-
tures are classified and the concept of city hotel is described. The spatial, func-
tional and formal organization schemes of the hotel structures in the general
meaning are examined in order to analyze the present hotels structurally.

In the original chapter of the study which contains the determinations; firstly
it was tried to determine the city hotels which were constructed in Adana start-
ing from the beginning of the 20t century up to today. To this end, Adana
Chamber of Commerce registration records, Adana Metropolitan Municipality,
Seyhan Municipality Development Directorate, Title and Cadastre Directorate,
Tourism Province Directorate, Adana Culture and Natural Assets Protection
Regional Committee archives were researched. The documentation and archiv-
ing works were performed for the structures that were included in the study
among the hotels determined in this manner, and necessary discussions took
place with relevant persons. The hotel structures which were examined accord-
ing to the data obtained were analyzed mainly in two groups as before-1980 and
after-1980 by means of taking into consideration the process of hotels with stars.

In order to track the development of the city hotels in Adana; the spatial,
functional and formal organization schemes were prepared for the hotel struc-
tures and each hotel structure included in the study in the date interval was
determined and then analyzed on the organization schemes. In addition to the
analysis of the organizational structures of the hotels, the determinants concern-
ing the location selection made were tried to be studied. Thus, it is aimed at
determining the general character of the hotel structures which were con-
structed before the year 1980 and after the year 1980.

The findings show, in general, that the general character of the 1+t period ho-
tels includes only the places for overnight stays as different from the accommo-
dation approach of today and the requirement for the physical places and the
comfort conditions concerning the accommodation increased with the influence
of the changes and diversifications that are seen in the accommodation needs in
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the hotels which were constructed in and after the year 1980. In addition to this,
the functional areas differentiated in the structures of accommodation with the
influence of the changes which are observed in the social and socio-cultural
structure of the city and the volumes changed as well. For example, it is seen
that, different from the 2d period hotels, there is no entertainment, resting, meal
and social and individual activity areas and ground floor is used for different
commercial purposes other than the needs of accommodation, there is only a
small welcoming area at the ground floor in the early examples of the 1t period
hotels and mentioned places take part partially in the hotels which are con-
structed towards the end of the 1st period. When the overnight places are exam-
ined, as differently from hotels of today; it is determined that the rooms are in
the volume for staying overnight by several users (2-6) and the wet places are
used jointly in the corridor out of the place and no men and women separation
is made in the arrangement of the wet volumes in the 1% period hotels. On the
other hand, it is seen that some rooms have balconies. As a result, in addition to
reflecting the conditions of the period concerning the accommodation, it gives
information about the user profile accommodating in that period and the socio-
cultural structure of the community. As a result; while it is among the reasons of
difference seen among the accommodation places pertaining to the 1st and 24
period, it could be stated that the mentioned socio-economical and socio-
cultural change is also contributed by the change which is seen in the accom-
modation culture in general meaning in configuring the city hotels of today in
Adana.

Key words: Adana, Accomodation, Hotel, City Hotel, Hotel Organization
Scheme
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Liderlik, bir grup insan1 belirli amaglar etrafinda toplayabilecek, bu kisileri ne
yapabilecekleri konusunda harekete gecirebilecek bilgi ve yeteneklere sahip
olma durumudur. Liderler yol gosteren, harekete gegiren, birlestirici, motive
edici, etkileyici ve yaptig islerle iz birakan kisilerdir. Geleneksel orgiitlerde
orgiitiin vizyonunu ve stratejisini belirleyerek, is goren kontroliinii saglamak
olan liderin rolii, giiniimiiz Orgiitlerinde, paylasilmig bir vizyon olusturarak
katilim1 saglamak, yetki devrini gerceklestirmek, kisilerin gelisimini, ekip ¢a-
ligmasini ve orgilitte olumlu bir kiiltiirtin olugsmasim saglamak olarak degismis-
tir. Degisen diinya ile birlikte liderlerin faaliyetlerine konu olan orgiitlerde cali-
san insanlarin sayilari, yasam tarzlari, tutumlar: dnceki yillara gore farklilasmis-
tir. Bu degisim, liderlerin, yonlendirdikleri kitlelerle iletisimlerini, yeni yontem
ve giincel bilgilerle gelistirmelerini zorunlu kilmaktadir. Liderin 6nemli gorev-
lerinden birisi takimin {iyesi olan her bireyin gelisimini saglamasinda yonlendi-
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rici rol oynamaktir. Kiiresellesme, yeni teknolojiler, degisim ve rekabetin artma-
s1 gibi nedenlerle isletmelerde liderlere olan ihtiyag gittikce artmaktadir. Birgok
insana istihdam olanag1 saglayan emek yogun bir sektor olan turizm sektorii-
niin en 6nemli dali olan konaklama endjiistrisinde, yoneticilerin liderlik tarzlari-
nin, konaklama isletmelerinde ¢alisan is gorenlerin motivasyonu ve is tatmini
iizerinde belirgin etkileri mevcuttur. Bunun yaninda liderlerin yonetimde sergi-
ledikleri liderlik tarzi, is gorenlerin iletisim becerilerini gelistirmelerini ve mes-
leki gelisimlerini de dogrudan etkilemektedir. Otel isletmeleri gibi hizmet {ire-
ten ve temel faaliyet alan1 insan olan isletmelerde, basar1 ve devamlilik biiyiik
Olclide calisanlarin verimliligine ve kalitesine baglidir. Calisanlarin moral ve
motivasyonu ne kadar yiiksek olursa, hedeflenen amagclara ulasilmasinda goste-
recekleri ¢aba ve performans da o diizeyde artacaktir. Bir¢cok arastirmada hiz-
met isletmelerinde uzun dénemde, tatmin olmus personelin miisteri tatminini
arttirdig1 gdzlenmistir. Is gorenlere altindan kalkabilecekleri dlgiide sorumluluk
vermek, isle ilgili alinacak kararlarda fikirlerini sormak, yeteneklerini kullanabi-
lecekleri isler vermek, is genisletme ve is zenginlestirme gibi uygulamalara bas-
vurmak, onlarin ise ve is yerine baghliklarinin artmasini ve motivasyonlarinin
yiiksek kalmasini, dolayisiyla verimliliklerinin artmasmi saglayacaktir. Orgiit-
lerde liderler iglerinde sergiledikleri davrarus ve stillerinde genis farkliliklar
gosterir. Liderlik tarzi, yonetsel davramslarin, fakli durumlarda liderlerin is
gorenlere giiven ve ilgilerinin, kisisel ve drgiitsel degerleri temel alan becerilerin
ve karakteristik ozelliklerin birlesimi olarak nitelendirilebilir. Iletisim odakl
liderlik, katihmar liderlik, egitici liderlik, vizyoner liderlik, otokratik liderlik
yoneticilerin sergiledikleri temel liderlik tarzlaridir. Yoneticiler, uygun liderlik
tarzlarini kullanarak is goren is tatminini, sadakatini ve iiretkenligi etkileyebilir.
Bu ¢alismada, bes yildizli konaklama isletmelerinin basarisinda bu denli 6nemli
etkiye sahip olan is gorenlerin verimliligini dogrudan etkileyen motivasyon ve
is tatmini diizeyi ve yoneticilerin liderlik tarzlar1 arasindaki baglanti incelene-
cektir. Aragtirmada bes yildizh otel isletmeleri yoneticilerinin liderlik tarzlarmi
belirlemeye y&nelik sorulardan ve is gorenin is tatminini 6l¢meye yonelik soru-
lardan olusan iki boliimlii anket formu kullanilacaktir. Bu anket ¢alismasi Mug-
la’ da yer alan bes yildizl1 otel isletmelerinde galisan is géren 6rneklemi tizerin-
de uygulanacak ve elde edilen veriler SPSS yardimiyla analiz edilecektir. Analiz
sonucunda elde edilen verilere dayali olarak, turizm isletmeleri agisindan lider-
lik tarzlarinin is goren tatminine etkisi {izerine spesifik bir degerlendirme yapi-
lacaktir.

Anahtar sozciikler: Liderlik, ig Tatmini, Motivasyon, Yetki Devri, érgﬁt Kiltiirii
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ABSTRACT

Leadership is the composition of attributes, abilities and capabilities that can
bring a group of people together for specific purposes, and activate them to-
ward these purposes. The leader is a person who organizes, motivates and
encourages employees for the benefit of business. While the role of leadership
is designing a vision, formulating strategies and controlling the level of em-
ployees’ performance in traditional organizations, the role of leadership, in
today’s modern organizations is to design shared vision, encourage employees
to participate in decision making process, make effective delegations, discover
niches for market innovations and create positive organizational climate. In the
globalization process, quantity, life styles and behaviors of employees which is
one of the basic topic of leadership activities, changes fast when compared to
preceding years. Leaders should both develop their communication with an
organization’s environment and provide current information and methods in
this dynamic business environment. One of the most important duties of lead-
ers is having a guiding role in providing the development of each member of
the group. The importance of leadership in organizations is increasing due to
some reasons as, globalization process, new technologies and competitive
business environment. There are specific impacts of leadership styles on em-
ployees” motivation and job satisfaction in tourism that is labor oriented work.
Moreover, the leadership styles of managers directly affect the employees’
communication abilities and career development, too. The success and
continuity of the accommodation businesses that produce emotional products
and services for people, is dependent on the efficiency and the quality of em-
ployees. If employees are satisfied with their work, they work with enthusiasm
to reach the business objectives. According to results of recent studies, employ-
ees’ satisfaction in long term provides consumer satisfaction. Giving responsi-
bility to employees and asking their ideas about organizational decisions and
applications increase organizational loyalty, motivation and efficiency. Manag-
ers have a wide range of leadership behaviors and styles in organizations. The
leadership style can be defined as the composition of managerial behaviors,
characteristics, abilities, communication style with employees, stakeholders
and organizational environment. Common leadership styles include autocratic,
participative, relationship-oriented, visionary, coaching leadership. Managers
can use different leadership styles for different situations to increase motiva-
tion, loyalty and productivity. In this study, the correlation between employ-
ees’ job satisfaction level which is the most important determinant on the suc-
cess of five star hotel businesses and the leadership style will be studied. Two

1116 IV. Lisansustii Turizm Ogrencileri Aragtirma Kongresi

groups of questionnaires will be used to clarify the leadership style and job
satisfaction level in this research. The data will be collected from employees of
five star hotels in Mugla and analyzed through the SPSS system. Effects of
leadership styles on employees’ job satisfaction will be evaluated in the light of
analysis results at the end of the study.

Key words: Leadership, Motivation, Job Satisfaction, Delegation, Organisa-
tional Climate.



IV. Lisansiistii Turizm Ogrencileri Aragtirma Kongresi: 1117-1120,
23-27 Nisan 2008, Belek, Antalya,

Butln haklar saklidir

ISBN: 978-975-96260-3-7

Uzundere llgesi ve Yakin Cevresinin Ekoturizm Potansiyelinin

Belirlenmesi ve Siniflandiriimasi
Determination and Classification of Ecotourism Potential of
Uzundere District and Its Environs

Yiiksek Lisans Tezi

Tuba ORHAN
Atatiirk Universitesi, Fen Bilimleri Enstitiisii,
Peyzaj Mimarlig1 Anabilim Dal1
E-posta: tubaorhan25@hotmail.com

Damsman:
Dog. Dr. Faris KARAHAN

Atatiirk Universitesi

Olast tamamlanma tarihi: Aralik 2008

0z

Turizm ve 6zellikle son yillarda benimsenen ekoturizm yaklasimlari, yerel kiil-
tiirlere saygili ve onlarin mevcut yapilarint koruyan bir ekonomik gelisme 6n-
gormektedir. Ekoturizm, turizm sektorii agisindan bir planlama yaklasimi ola-
rak Uzundere y0resinin gelismesi icin son yillarda 6nemli araglardan biri olarak
degerlendirilmektedir. Bu yiiksek lisans tezi, Tiirkiye'nin en gorkemli doga
hazinelerinden biri olan Coruh Havzasinda yer alan Uzundere ilgesinin
ekoturizm potansiyelini belirlemeye ve siniflandirmasina yonelik olarak gergek-
lestirilmektedir. Biiyiik biyogesitliligi ile Kafkasya ekolojik bolgesinin bati ucu-
nu olusturan Coruh Vadisi, Uluslararast Koruma Orgiitiiniin sectigi diinyanmn
34 sicak noktasindan biridir. Coruh Havzasimin ¢ok sayidaki vadilerinden biri
olan ve Coruh nehrinin kollarindan birini olusturan Tortum Cay1 vadisinde
kurulan Uzundere Tlgesi Erzurum ilinin kuzeyinde Erzurum-Artvin karayolu
koridoru tizerinde yer almaktadir. Kuzeyde Yusufeli, giineyde Tortum, doguda
Oltu ve batida Ispir ilgeleriyle komsu olan ilge Dogu Anadolu Bélgesinin Dogu
Karadeniz Bolgesi ile olan sinir bolgelerinden birini olusturur. Uzundere ilgesi
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dogal zenginligi, kiiltiirel, tarihi ve rekreasyonel degerleri agisindan Kuzeydogu
Anadolu Bolgesinin 6nemli turizm potansiyeline sahip yorelerindendir. Zengin
flora ve fauna gesitliligine sahip yore ekoturizm potansiyeli acisindan ¢ogu he-
niiz kesfedilememis ve {irline donistiiriillememis pek ¢ok malzemeye sahiptir.
Gorsel degeri artiran vadiler ve yaylalar, ilging jeolojik olusumlar, cesitli peyzaj
formlar1 ve de konumu itibariyle Tiirkiye'deki {i¢ ana kus gog¢ii yollarindan biri
tizerinde yeralmaktadir. Kus Gozlemciligi, Botanik Turizmi, Kelebek Gozlemci-
ligi, Yaban Hayat1 Gozlemciligi, Treeking, Doga sporlari, Manzara Seyri faali-
yetleri agisindan zengin potansiyele ve ¢ekici dogal kaynaklara sahiptir. Giircii-
lerce biiyiik 6nem atfedilen Camliyamag kdyiinde bulunan Ogvank Kilisesi,
yine ilge yakinindaki Haho manastir1 kilisesi, Dikyar kapidaki Agcakale
(Ungiizek kalesi), Akkoyunlu dénemine ait mezar taglari, Bizans dénemine ait
tarihi kaleler, donemi belli olmayan tarihi magaralariyla inang turizmi agisindan
da oldukg¢a 6nemli konuma sahiptir. Olusumu ve yiiksekligi agisindan Tiirki-
ye’nin en yiiksek ve diinyanin sayili selalelerinden biri olan Tortum Selalesi ilge
sinirlarinda bulunup, bash basma bir turizm kaynagidir. Tortum Goli ve
Uzunburun Yarimadasi, Yedi Goller (Yikiklar), Uzunkavak vyaylasi ve
yedigoller, cesitli rekreatif faaliyetlere olanak sunmakta olup, Uzundere periba-
calari, Uzundere magarasi, mesimlik dogal selaleler, sifali sular, maden sulari,
mesire alanlari, 250 yillik Ambarli Eyvanli Uzundere Evleri, yoresel yemekleri,
cesitli yoOresel festival ve senlikler ekoturizm agisindan bdlgenin en 6nemli kay-
naklarindandir. flgede ayni zamanda ekoturizm ile ilgili hem ulusal hem de
uluslararas1 pek ¢ok proje, egitim programu ve aktivite stirduriilmektedir. Cok
genig bir kiiltiirel mirasa ve dogal zenginlige sahip olan ilge yerli ve yabanc
turistler i¢in alternatif bir turizm bolgesi potansiyeline sahiptir. Bu ¢alismada;
bolgedeki mevcut potansiyelin, dogal ve kiiltiirel kaynaklar korunarak ¢evreye
zarar vermeyecek sekilde yore ekonomisine énemli katki saglamas1 ve bu alan-
larin korunmasi igin ekonomik faydalar {iretebilecek bir ekoturizm planlamasry-
la turizm sektoriine kazandirilmas: ve ekoturizm kaynaklarmin siniflandirilma-
st hedeflenmektedir.

Anahtar sozciikler: Ekoturizm, Turizm Planlamasi, Rekreasyon, Koruma,
Uzundere

ABSTRACT

Tourism and especially ecotourism approaches that have been adopted in recent
years anticipate an economic development which is respectful to the local cul-
tures and protects their present structures. Ecotourism, as a planning approach
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in tourism has been evaluating the development of Uzundere region as a con-
siderable means. This dissertation aims to detect and classify the ecotourism
potential of Uzundere district which is located in Coruh Basin, one of the most
splendid nature treasures in Turkey. With its great biodiversity and forming the
west end of Caucasian ecologic region Coruh Valley is one of the 34 warm
places in the world that is selected by International Protection Organization.
Uzundere district has been established in Tortum Stream Valley which consti-
tutes one of the branches of Coruh River and that is one of the many valleys at
Coruh Basin. It is located in the north of Erzurum province on the Erzurum -
Artvin highway corridor. Yusufeli in the north, Tortum in the south, Oltu in the
east and Ispir in the west are the neighboring districts of Uzundere and this
district is one of the border regions of East Anatolian Region to the East Black-
sea Region. Uzundere district in terms respect of natural beauty, cultural, his-
torical and recreational values, is one of the regions in Northeastern Anatolia
Region that has important tourism potential. The region has a rich flora and
fauna diversity and has many opportunities that much of it has not been ex-
plored and transformed into the product yet. The region is on one of the three
bird emigration routes in Turkey and has valleys and tablelands, interesting
geological formations, different landscape forms that enriches its visual value. It
has a rich potential for bird watching, botanical tourism, butterfly watching,
wildlife watching, trekking, nature sports, sightseeing and also it has attractive
natural resources. Osvank Church of Georgians located in Camliyamag village
and Haho Monastery Church near the district, Agcakale Castle (Ungiizek castle)
at Dikyar, tombstones remained from the Akkoyunlu Period, historical castles
of Byzantine period and together with its unknown dated historical caves, the
district has a significant situation for religion tourism. Tortum Waterfall, the
longest waterfall in Turkey in terms of its formation and height and one of the
most known waterfalls in the world, is inside the district borders and in itself is
a tourism reserve. Tortum Lake and Uzunburun Peninsula, Seven Lakes (Yikik-
lar), Uzunkavak tableland and seven lakes enable various recreative activities,
Uzundere chimney rocks, Uzundere Cave, seasonal natural waterfalls, healing
waters, mineral waters, recreation spots, Ambarli Eyvani dated of 250 years,
Uzundere houses, local meals, various local festivals and carnivals are most
important ecotourism resources of the region. In the district many national and
international projects on ecotourism, training programs and activities are also
being carried on. The district with its great cultural heritage and natural rich-
ness has an alternative tourism region potential for domestic and foreign tour-
ists. In this study; it is aimed that the present potential in the region will con-
tribute to the region’s economy while preserving the natural and cultural re-
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sources and assuring not to damage the nature. An ecotourism planning that
will produce economical benefits in order to preserve these areas and the classi-
fication of the ecotourism resources are also targeted.

Key words: Ecotourism, Tourism Planning, Recreation, Protection, Uzundere
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Agir rekabet kosullarinin, hizla gelisen teknolojinin ve yeniliklerin yasandigi
glinlimiiz is diinyasinda siirekli olarak kendini yenileyen, bir plan dogrultu-
sunda kendilerine bir hedef belirleyen, gelecegin resmini ¢izen ve o yolda istik-
rarla miicadele eden isletmeler ayakta kalabilmektedir. Isletmelerin bu miicade-
lede basarili olabilmeleri isletme vizyonu ve misyonunu belirleyip, calisanlari
ortak bir deger sistemi etrafinda toplayarak ve giiclii bir orgiit kiiltiirii yarata-
cak vizyoner niteliklere sahip genel miidiir konumundaki liderin ¢alisanlariyla
birlikte bu amag¢ dogrultusunda tek yiirek olarak azimle miicadele etmesi ile
saglanabilir.

Turizm sektoriinde de her gegen giin artan rekabet kosullarinda basar: elde
etmek ve isletmeyi basar1 temelleri iizerinde siirekli ayakta tutabilmek liderin
nitelikleri ve uygulamalar1 sayesinde miimkiindiir. Sektoriimiiz emek yogun bir
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sektordiir ve bu agidan degerlendirildiginde insan kaynagini belirlenen hedefe
yonlendirecek olan kisi, liderdir. Giiniimiiz is diinyasinin bu kosullarinda lider-
ler eski yOonetim tarzlarindan vazgegmeli, vizyon sahibi olmalidirlar.

Cagimz isletmeleri modern liderlik niteliklerine sahip liderlerle basariya ula-
sacaktir. Giiniimiiz isletme liderleri gelecegi ongorebilen, ongordiikleri gelecegi
calisanlarin zihninde bir vizyonla canlandirabilen, vizyona ulasma yolunda
onlara ilham veren vizyoner liderlerdir. Turizm sektorii de bu tiirde yenilenen
yoneticilik/ liderlik yaklasimlarindan etkilenmektedir. Modern bir liderlik yak-
lagimi olarak vizyoner liderlik davranislar: ve uygulamalari, giiniimiiz yonetim
anlayig1 gercevesinde son derece 6nem kazanmis ve profesyonel yonetimin bir
geregi olmustur.

Vizyoner bir lider olarak giiniimiiz isletme yoneticileri gelecegi énceden tah-
min ederek katilmali yonetim anlayis: iginde calisanlariyla birlikte isletmeyi
basariya gotiirecek bir vizyon olusturmali, vizyona gidecek yolda giiclii strateji-
ler gelistirerek, tehditleri firsatlara doniistiiren proaktif bir yaklasimla basar1
yolunda hizla ilerlemelidirler. Yenilik ve degisimleri yakindan takip ederek,
egitimin gerekliligine inanmalari, siirekli 6grenme giiciiniin getirecegi faydanin
bilinciyle 6grenen bir organizasyon yaratmalar1 gerekmektedir. Calisanlarina
ilham vermeli, yetki devrederek onlari siireglere dahil etmelidirler.

Hgili yazin incelendiginde liderlik alaninda pek ¢ok ¢alisma olmasina ragmen,
vizyoner liderlik konusunda ¢ok sinuirli ¢alismanin oldugu goriilmektedir. Mev-
cut calismalarda ilgili konu dogrudan otel genel miidiirlerinin konuyla ilgili
diisiinceleri dikkate alinarak incelenmisken, bu ¢alismada otel genel miidiiriine
en yakin konumda olan genel miidiir yardimcilari, genel miidiir sekreterleri,
departman miidiirleri ve seflerinin goriis ve algilamalar1 degerlendirilmeye
calistlmistir; bu agidan degerlendirildiginde alaninda tek calisma olma o6zelligi
tasimaktadir.

Turizm sektoriinde hizmet veren konaklama isletmelerinin vizyon, misyon
bildirgeleri ile degerlerinin varligim ortaya koymay: ve isletme genel miidiirle-
rinin vizyoner liderlik nitelik ve davranislarin test etmeyi amaglayan, {i¢ bo-
liimden olusan bu tez ¢alismasinin birinci boliimde yonetim ve liderlik ile yone-
tici ve lider kavramlarina yer verilmis, yonetici ve lider arasindaki farkliliklara
deginilmistir. Geleneksel liderlik yaklasimlari ile giiniimiizde 6nem kazanan
modern liderlik yaklagsimlar: incelenmistir.

Ikinci boliimde vizyon kavrami, vizyonun bilegenleri, vizyon ile ilgili kavram-
lar ve bu kavramlarin vizyonla iliskileri incelenmis, modern bir liderlik yakla-
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sim1 olan vizyoner liderlik kavrami agiklanmis, ardindan vizyoner liderin uygu-
lamalarin1 olusturan vizyonun olusturulmas: ve gelistirilmesi, paylasilmasi,
orgiit geneline yayilmas: ve denetlemesi konularina deginilerek konaklama
isletmelerinden vizyon ¢alismalari 6rnekleri sunulmustur.

Son boliimde ise konaklama igletmeleri genel miidiirlerinin vizyoner liderlik
nitelikleri ve vizyoner lider davranislarini tespit etmek amaciyla Antalya” nin
Lara, Kundu ve Belek bolgelerinde faaliyette bulunan bes yildizli otel isletmele-
rinde yapilan ¢alismanin sonuglarina yer verilmistir.

Bu calisma ile yoneticilerin otel genel miidiirlerini vizyoner lider olarak algi-
ladiklar1 ve genel miidiirlerin vizyoner lider nitelikleri tasiyarak, vizyoner lider
davraniglar sergiledikleri tespit edilmistir.

Anahtar sozciikler: Liderlik, Vizyon, Vizyoner Liderlik, Modern Liderlik Yakla-
simlari

ABSTRACT

The entreprises, which are continuously renewing themselves, determining a
goal toward a plan, picturing the future, and steady struggling, can stand up-
right in today’s business life, where the hard competitive conditions, speedy
developing technology, and the innovations exist. The success of enterprises in
this struggle could be achieved by stating the vision and mission of entreprise,
gathering the staff around a shared values system and the struggles of the lead-
ers, who are the in the position of general managers, form a strong organiza-
tional culture, and have the visionary leadership characteristics.

To keep the enterprise on the foundations of success in competitive conditions
in tourism sector is possible by means of characteristics and attitudes of leaders.
Tourism is a labour- intensive sector and when it is evaluated from this point of
view, the person to guide the human resource to the determined goals is the
leader. In the conditions of today’s business life, the leaders have to give up old-
fashioned management styles and have to possess the vision.

The enterprises of this age will be successful with the leaders who have the
modern leadership qualities. Leaders of today are the visionary leaders who can
predict the future, and form a picture of it with a vision in the minds of his/ her
employees and inspire them on their way to this vision. The tourism sector is
also affected by the reserved management/ leadership approaches in this way.
As a modern leadership approach visionary leadership attitudes and practices
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have become important within the framework of management of today and
have become the requirement of professional management.

As visionary leaders, today’s general managers should state a vision that
takes the entreprise to the success by estimating the future with the staff in a
participating management style; they should move quickly ahead on the way of
success with a proactive attitude that changes threats into opportunities by de-
veloping the strong strategies on the way of vision. It is essential that they be-
lieve the necessity of training by following up the innovations and changings,
and they form a learning organization with the awareness of the advantage that
will be brought by the strength of continuous learning power. They have to
inspire their staff and include them to the processes by empowering.

When the relevant literature is examined it is seen that there are limited stud-
ies in the field of visionary leadership although there are a lot of ones in the
field of leadership. While the relevant subject is examined by taking the hotel
general managers’ opinions on the subject into consideration, in this research
the opinions and perceptions of the assistant general managers, secretaries of
the general managers, departmant managers and chefs, who are in the close
positions to the general managers, are tried to be evaluated; when evaluated in
this respect, it has the quality of the unique research in its field.

This thesis is formed in three parts and aims to expose the vision and mission
statements and the values of the hotel entreprises serving in tourism sector, and
to test visionary leadership attitudes of general managers of hotel entreprises. In
the first part of it the notions of management, leadership, manager, and leader
are taken into consideration, and the differences between manager and leader
are mentioned. Conventional leadership styles and the modern leadership ap-
proaches, which are of importance today, have been examined.

In the second part, the definition and the components of the vision, the no-
tions which are in connection with vision and the relations between these no-
tions and vision are examined, as a modern leadership approach visionary lead-
ership is explained and then composing, enchancing, sharing the vision, ex-
panding it throughout the organization and controlling, which are composing
the visionary leaders’ exercises are mentioned and the exercises of vision state-
ments of hotel entreprises have been presented.

In the last part the results of the research, which was conducted at the five
starred hotel entreprises serving Lara, Kundu and Belek regions of Antalya,
have been taken into account so as to state the visionary leadership characteris-
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tics and the visionary leadership attitudes of the general managers of hotel en-
terprises.

With this research it is determined that the managers perceive the hotel gen-
eral managers as visionary leaders and general managers have the visionary
leader qualities and demonstrate the visionary leader’s attitudes.

Key words: Leadership, Vision, Visionary Leadership, Modern Leadership Ap-
proaches
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Turizm tur giizergahlarinin planlamasi; konaklama tesislerinin niteligi, konak-
lama tesislerinin turistik potansiyellere yakinligi, turizm potansiyellerinin ¢esit-

liligi ve farkli ulasim modlarinin beraber kullanimindan etkilenen kapsaml bir
konudur.

Bu tez galismasinin siirlari, Fethiye Ilcesi sinirlari olan 3059 km?lik bir alan-
dir. Fethiye Ilcesi, turizm potansiyelleri ve iilkemizdeki turizm sektoriiniin ge-
nel egilimlerini tasimasi nedeniyle ¢alisma alani olarak secilmistir.

Bu calismada Cografi Bilgi Sistemleri (CBS), verilerin depolanmasi, sorgu-
lanmasi, degerlendirilmesi ve sunulmasinda bir arag¢ olarak kullamilmistir. Ca-
lismaya konu olan turizm potansiyelleri deniz-kum-giines, yatcilik, doga, eglen-
ce, din, hobi faaliyetleri, gastronomi, kampgilik, saglk, spor, tarih ve yayla tu-
rizmi baglklar1 altinda toplanan 12 turizm tiiriinii kapsamaktadir. Bu tiirler 40
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farkli turistik alt faaliyet tiirtinii igermektedir. Calisma alani igerisinde kara,
hava ve deniz olmak {izere {i¢ farkl1 ulasim modu kapsaminda ¢alisilmistir.

Tez galismasinda, turistin davranis modelleri ile etkilesimli; turistik potansi-
yeller, konaklama tesisleri ve ulagim bigimi ile biitiinlesik; bir turizm tur giizer-
gahi planlayicis: tasarlanmistir. Boylece, tur gilizergahi alternatiflerinin kisisel
olarak cesitlendirilebilmesine olanak saglanmuistir.

Calismanin yontemi, kapsamli arastirmalar ile elde edilen verilerin, bir CBS
programinda toplanarak diizenlenmesi ve degerlendirilmesinden olusmaktadir.
Daha sonra, turistlerin karar verme siireglerini etkileyen etmenler ve klasik tu-
rizm planlamas: deneyimleri dikkate alinarak degerlendirme siirecleri tasar-
lanmigtir.

Tez ile 4 farkli etkenin turizm tur giizergahlarinin cesitlenmesine etkisi ele a-
Iinmistir. Birinci alt hipotez olan, “konaklama tesislerinin niteligi, gilizergah
alternatiflerini gesitlendirir” dogrultusunda; Fethiye Ilgesinde bulunan tatil
koyti, otel ve pansiyon tipi turistik konaklama merkezlerinin, turistik potansi-
yellere olan erisilebilirliginin degerlendirmesi yapilmistir.

Ikinci alt hipotez olan, “konaklama tesislerinin turistik potansiyellere yakinli-
81, giizergah alternatiflerini gesitlendirir” dogrultusunda; Fethiye Tlcesi'nde
bulunan herhangi bir turistik konaklama merkezinin turistik potansiyellere olan
erisilebilirligini, potansiyellere hizmet veren merkez adedinin fazlali§1 agisin-
dan degerlendirilmistir.

Uciincii alt hipotez olan, “turizm potansiyellerinin gesitliligi, giizergah alter-
natiflerini gesitlendirir” dogrultusunda; Fethiye flcesi’nde bulunan turistik po-
tansiyellerin kiyisal ve karasal gibi farkliliklarinin giizergah olusturmadaki ge-
sitliligi degerlendirilmistir.

Dordiincii alt hipotez olan, “farkli ulasim modlarini beraber kullanmak, gii-
zergah alternatiflerini gesitlendirir” dogrultusunda; kara, deniz ve hava yoluyla
biitiinlesik tasarlanan gilizergahlarin, bunlardan yalniz birisiyle tasarlanan gii-
zergahlara gore avantajlar1 degerlendirilmisgtir.

Bu ¢alismanin sonucunda yukarida incelenen 4 etmenin tur giizergahi tasari-
mina katkilar1 kullanilarak, CBS tabanl bir turizm tur giizergahi planlayicisi
tasarlanmustir. Boylece gelecekte turistlerin, planlama uzmanlarmin ve yatirim-
cilarin beraberce yararlanabilecekleri bir giizergah planlayicisi platformu olus-
turulmustur.
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Icerisinde bulundugumuz bilisim ¢agmin sundugu teknolojiler, biitiin turistik
potansiyellerin etkin olarak planlanmasina ve giizergahlara katilarak degerlen-
dirilebilmesine olanak vermektedir. Bu baglamda turizm potansiyeli olan her
bir kiiltlir ve tabiat varliginin planlanmasi, tanitilmasi, korunmasi ve kullanil-
mast igin CBS etkin bir arag olarak ortaya ¢ikmaktadir. Bu tez ¢alismasi, turizm
potansiyelleri, turistik tesisler ve ulasim alt yapisi ile turistler arasinda etkile-
simli ve bireysel bir iliski kurulmasina olanak vererek, ¢ok alternatifli turizm tur
glizergahlar1 planlayacak farkli bir sistemi ortaya koymasi agisindan 6nemlidir.

Turizm sektorii bilisim ¢ag1 ile beraber e-turizm kapsaminda énemli bir degi-
sime ugrayacaktir. Bu ¢alismadaki CBS uygulamalari, turizm sektoriiniin gele-
cekteki aktorlerinin bu yonde ihtiyag duyacaklar: araglar, temel bilgiler ve bu
bilgilerin sunum sekli agisindan yararlanabilecekleri bir ¢alisma niteligini de
tasitmaktadir.

Anahtar sozciikler: Turizm Tur Giizergahi, Rota Planlayici, Cografi Bilgi Sis-
temleri, e-turizm, Turizm Planlamasi

ABSTRACT

The planning of tourism tour routes is a complex subject that can be affected by
characteristics of the accommodation facilities, the closeness of the accommoda-
tion facilities to the touristic potentials, the variety of tourism potentials and the
use of different transportation modes together.

The boundary of Fethiye district which is 3059 km? area is the limitation of
this thesis. Fethiye district has been chosen for the study area due to the tourism
potential and to have general tendency of tourism sector in our country.

In this study, Geographic Information Systems (GIS) were used as a tool for
storing, querying, analyzing and presenting the data. The tourism potentials
which are the subject of the study are; sea-beach-sun, yachting, nature, enter-
tainment, religious, hobby activities, gastronomy, camping, health, sport, his-
tory and high plateau addend under 12 captions of tourism classes. Those tour-
ism classes include 40 different touristic sub activities. In the study area three
different transportation modes were studied such as land, air and sea.

In this thesis, a tourism tour route planner was designed, that interacted be-
tween the behavior models of tourist which is integrated with touristic poten-
tials, accommodation facilities transportation modes. So that, increase in the
number of personal variation of the tour routes alternatives was made possible.
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The method of the study constituted the data that was retrieved from detailed
researches with collection, organization and evaluation the data in a GIS soft-
ware. Afterwards, evaluation progress was designed that consisted of the deci-
sion duration of tourist’s adjudication factors and the classic tourism planning
experience.

With this thesis, the influence of four different agents on to the variety of the
tourism tour routes was examined. According to first sub hypothesis “the qual-
ity of accommodation facilities makes variation of routes” touristic accommoda-
tion centers such as holiday village, hotel and pension in Fethiye district were
evaluated for the accessibility to the touristic potentials.

The direction of the second sub hypothesis “the closeness of accommodation
facilities to the touristic potentials makes variation of routes” the accessibility of
any touristic accommodation center to the touristic potentials in Fethiye district
is evaluated by giving service the excessive number of the centers.

The third sub hypothesis “the variety of tourism potentials, make variation of
routes” the distinction of a costal and territorial of touristic potentials in Fethiye
district is analyzed by making variety of routes.

According the fourth sub hypothesis is “to use different transportation
modes, makes variation of routes” evaluated the advantages of designed routes
that was integrated to the motor ways, sea ways and air ways which is designed
routes with only one of those.

As a result of this study, the use of contribution of designing tour routes of
four agents that were analyzed above, a GIS based tourism tour route planner
was designed. Thus, in the future, the platform of route planner made can be
used together by the tourists, planner experts and investors.

The technologies offered by the informatic age that we are inside of, give
chances to analyze making effective plans of all touristic potentials and includ-
ing routes. In this sense, GIS became an effective tool for planning each cultural
and natural assets as a tourism potential, presenting, protecting and using. This
study is important to expose making plenty of alternative tourism tour route
plans of different systems that give an opportunity to be established interacted
and individual relation between tourists and tourism potentials, touristic facili-
ties and transportation infrastructure.

The sector of tourism together with the informatic age will become an impor-
tant alteration in the content of e-tourism. The actors of tourism sectors in the
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future will have a benefit from this study as their needs of tools in this manner,
general knowledge and the presentation of those information from the GIS ap-

plications of this study.

Key words: Tourism Tour Route, Route Planner, Geographical Information
Systems, e-tourism, Tourism Planning.
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Konaklama igletmelerinin ulusal ve uluslararasi turizm piyasasinda kars: karsi-
ya kaldiklar1 rekabet kosullari, diinyada son yillarda kendini gosteren kiiresel-
lesme egilimi ile birlikte giderek daha farkli bir boyut kazanmaktadir. Bu ne-
denle, faaliyet gostermekte olduklari mevcut pazardaki varliklarin siirdiirme
amact giiden diger isletmelerde oldugu gibi, konaklama isletmeleri de, ayni
piyasada faaliyet gosteren kendi rakipleri karsisinda daha gii¢lii olabilmek a-
maciyla baz tistiinliikler elde etmek istemektedir. Kisaca “rekabet giicli” olarak
tanimlanan bu tir istiinliiklerin elde edilmesini etkileyecek bazi faktorlerin
varligindan soéz edilebilir. Bir konaklama isletmeninin rekabet miicadelesini
basarili bir bigcimde siirdiirebilmesi i¢in, pazarda kendini gosteren rekabet giicii
faktorlerini biinyesinde 6ziimseyebilmesi ve bu 6ziimseme sonucunda ortaya
¢ikan veriyi, kendi yaratic1 giictinii de kullanarak, etkili bir rekabet girisimine
olanak taniyacak sekilde tasarimlayabilmesi, sonugta sdz konusu isletmenin
kendi lehine olacaktir. Buradan hareketle, rekabet giicii faktorlerinin konaklama
isletmeleri agisindan incelenmesi bu ¢alismanin ana konusunu olusturmaktadir.
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Bu kapsamda, 1) secilen orneklem {iizerinde otel igletmelerinin rekabet giicii
faktorlerinin analiz edilmesinin yaru sira; 2) otel isletmeleri yoneticilerinin reka-
beti ne sekilde kullandiklari; 3) otel isletmeleri yoneticilerinin rekabete ne dere-
ce 6nem verdikleri; 4) otel isletmeleri yoneticilerinin hangi rekabet giicii faktor-
lerini nasil degerlendirdikleri; ve 5) otel isletmeleri yoneticilerinin rakipleri kar-
sisinda kendi durumlarimin belirlenmesine ne 6l¢tide caba harcadiklar: ince-
lenmektedir.

Yiiksek Lisans tezi olarak hazirlanan bu calisma kapsaminda, verilere daha
hizli ve kolay ulasma 6zelligi nedeniyle, kolay 6rnekleme yontemi tercih edil-
mistir. Aragtirmaya Izmir ili genelinde faaliyette bulunan sadece doért ve beg
yildizli otel isletmeleri dahil edilmistir. Bu 6zellikteki toplam 33 otel isletmesin-
den 23 adedinde gorev yapmakta olan 114 {ist diizey yonetici ile departman
yOneticisi arastirmaya goniillii olarak katilmislardir. 2006 yilinda tamamlanan
veri toplama igleminde yiiz yiize goriisme yOnteminin yani sira, uygulamada
ortaya ¢ikan bazi sorunlar1 agmak amaciyla, ayn1 zamanda Internet ortaminda
da veri toplama yontemine basvurulmustur. Arastirma bulgular: incelendigin-
de, yoneticilerin rekabeti algilama bigimleri arasinda énemli bir fark olmadig:
sOylenebilir. Otel isletmeleri yoneticilerinin, genel olarak, rekabete 6nem ver-
mekte olduklari ve rekabet gilicii faktorlerini kullanarak rakipleri karsisinda
iistiin olma ¢abasi icinde olduklar: sdylenebilir. Bununla birlikte, rekabet giicii
faktorlerini kullanirken bazi faktorlere yeteri kadar onem vermedikleri de yapi-
lan gozlemler arasinda yer almaktadir. Calismanin genel olarak yapisina bakil-
diginda, oncelikle rekabet giicii kavrami ve boyutlar1 aciklanmaktadir. Daha
sonra, turizmde farkl piyasa kosullar1 etkisinde kalan konaklama isletmeleri
arasindaki rekabet iligskisine deginilmekte ve konaklama isletmelerinde rekabeti
etkileyen faktorler agiklanmaktadir. Calismanin son boliimiinde ise, arastirma
sonuglarinin teorik ve pratik anlamda yapmis oldugu katkilar 6zet halinde de-
gerlendirilmektedir.

Anahtar sozciikler: Rekabet, Rekabet Ustijnliigii, Turizmde Rekabet

ABSTRACT

The competitive conditions faced in the international tourism market have be-
come fierce along with the globalization in the world. Thus, the businesses that
try to survive in the market desire to obtain several advantages in comparison
to their competitors. It is possible to mention about the existence of various fac-
tors that influence such advantages, briefly described as the “competitive ad-
vantage”. In order for a business to successfully continue its battle for competi-
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tiveness, it is necessary to substantiate the value of competitive factors in the
market and then, by adding the value of its own power, to design the informa-
tion or the output produced as a result in order to come up with an opportunity
for involvement in an effective competitive advantage at the end. The present
study aimed to investigate 1) the major factors affecting the competitive advan-
tage of hotel businesses; 2) in which ways the managers attempted to benefit
from competitive advantage; 3) the extent to which they gave importance to this
term; 4) how they evaluated competitive advantage factors; and finally 5) the
extent to which they identify the position of their own businesses against their
major competitors.

Within the context of this study submitted as a Master’s thesis, a simple sam-
pling method was used to have a quick and simple access to the primary data.
Out of 33 four or five-star hotel businesses operating in Izmir, Turkey, the re-
spondents included those people who voluntarily agreed to participate in this
research and were employed either as a department manager or general man-
ager at 23 hotels. The assessment of data was based upon the examination of a
fully-structured survey form obtained from 114 respondents. The study findings
indicate that there was no great difference in the way the respondents perceive
the term “competitiveness”. There was also ground to suggest that the executive
managers equally paid importance to this term and that they were in an attempt
to outperform competitor businesses by utilizing the benefit of their own com-
petitive factors. On the other hand, the observations indicated that the executive
managers, as the sample of this study, paid unsufficient attention to some fac-
tors that had a direct link with competitive advantage throughout their opera-
tions. As to the structure, the study first introduced the concept of competitive
advantage and its specific dimensions. Then, the effects of different factors on
the competitive advantage of hotel businesses were evaluated based on the re-
sults of a questionnaire survey. Finally, the study concluded implications for
both the theory and practice.

Key words: Competitiveness, Competitive Advantage, Tourism Competitiveness.
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Gilintimiizde gevre sartlarinin hizla degisimine paralel olarak siirekli degisen ve
zorlasan rekabet kosullari, isletmelerde miisteri memnuniyetinin 6n plana ¢ik-
masina sebep olmustur. Bu da ancak miisteri isteklerine hizli cevap verebilme
kapasitesi olan isletmelerce gerceklestirilebilmektedir. Bununla birlikte, yiikse-
len personel kalitesi ve beklentileri, demokratik anlayisin tiim orgiitlerde one-
minin artmasi, personeli giliglendirme kavramin isletmelerin amaglarina ulasa-
bilmesi agisindan daha 6nemli bir hale getirmisgtir.

Bir orgiit icerisinde yetki ve sorumluluklarm isi bizzat yapan kisilere verilmesi ola-
rak tanimlanan personel giiclendirme yonetim tekniginin, {iretim ve tiiketimin
ayn1 anda gergeklestigi otel isletmelerinde uygulanmasi oldukca onemlidir.
Ciinkii, otel isletmelerinde yapilan bir hatanin miisteriye yansitmadan diizel-
tilmesi olasihig1 yok denecek kadar azdir. Isgérenlerin yaptiklari isle ilgili tiim
yetki ve sorumluluklar1 almalar: onlara hem zaman hem de para kazandiracak-
tir. Bu amagla Ankara {li'ndeki 4 ve 5 yildizl otellerde galigan isgorenlerle yiiz
ylize yapilan anket c¢alismasi ile, giliclendirme uygulamalarinin ne derecede
uygulandig: tespit edilmistir.
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Anketteki sorular kapali uglu olup, 51i Likert 6lcegine gore diizenlenmistir.
Anket formlar1 2 boliimden ve toplam 22 sorudan olusmaktadir. Anketin ilk
boliimiindeki 10 soruda ankete katilan kisilerle ilgili genel bilgileri iceren de-
mografik sorular; ikinci boliimde ise Spretitzer (1995)'den alinan ve 12 sorudan
olusan, isgorenlerin ne kadar giiclendirildikleri ya da kendilerini calistiklari
Orgiitiin bir parcast olarak, ne kadar giiclii hissettiklerini dl¢gmemize yarayan
gliclendirme ifadeleri mevcuttur.

Gliglendirme diizeyini o6lgmek igin kullamilan 255 denege iliskin veriler
SPSS/PC (10.0) (Statistical Package of Social Science) paket programinda deger-
lendirilmistir. Degerlendirmede “t testi”, kullanilmusgtir.

“Otel igletmelerinde ¢calisan yoneticiler kendilerini astlarima gore daha cok giiclen-
dirilmis hissederler.” ana hipotezi altinda toplam 5 hipotez daha test edilmistir.
Bu hipotezlerde ise;

¢ Calisanlarm egitim diizeyleri ile giiclendirme algilar arasindaki iligki,

¢ Miisteriyle yiiz yiize gelen (6n biiro, kat hizmetleri, yiyecek-icecek ve pa-
zarlama) boliimlerde calisan isgorenlerin, arka ofislerde (satin alma, insan
kaynaklari, cost control ve muhasebe finansman) calisan isgorenlere gore
kendilerini ne kadar daha giiclii hissettikleri,

. i§g6renlerin calisma siireleri ile giiclendirme algilar: arasindaki iligki,
. i§g6renlerin gelir durumlar ile giiclendirme algilar: arasindaki iliski ve

o Isgorenlerin mevcut oteldeki calisma siireleri ile giiclendirme algilari ara-
sindaki iligki incelenmistir.

Elde edilen bulgulara gore; otel isletmelerinde calisan astlarin kendilerini yo-
neticileri kadar gii¢lii hissetmedikleri (t=7,748 , P < 0,05) gortilmiistiir.

Diger hipotezlerin degerlendirilmesinden sonra elde edilen sonuglar ise sy-
ledir: Otel isletmelerinde galisan isgorenlerden, egitim diizeyleri yiiksek okul ve
tizeri olanlarin giiclendirme algilari, egitim seviyesi orta ve daha alt1 olanlarin
gliclendirme algilarindan daha yiiksek oldugu goriilmiistiir (t=-3,328 , P < 0,05).

Otel isletmelerinde ¢alisan isgorenlerden, is tecriibeleri 5 yil ve daha yiiksek
olan isgorenlerin gii¢lendirme algilari, is tecriibeleri 5 yilin altinda olan
isgorenlerin giiclendirme algilarindan (t=-3,030 , P < 0,05) daha ytiksektir.

Otellerde isgorenlerin bir oteldeki calisma siiresi 5 yil ve daha fazla oldugun-
da, onlarin giiclendirme algilarmin, ayn otelde galisma siiresi 5 yilin altinda
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olanlarin giiclendirme algilarindan daha yiiksek oldugu sonucuna varilmstir (t
=-2,632,P<0,05).

Otel isletmelerinde calisan isgorenlerden, aylik geliri 1000 YTL'nin {izerinde
olanlarin giiclendirme algilari, aylik geliri 1000 YTL'nin altinda olan
isgorenlerin giiglendirme algilarindan daha ytiiksektir (t =-8,402 , P < 0,05).

Otel isletmelerinde 6n ofislerde ¢alisan isgorenlerin gliclendirme algilar ile,
arka ofislerde calisan isgorenlerin giiclendirme algilar1 arasinda istatistiksel
olarak anlamli bir fark bulunamamistir (t=-1,023, P > 0,05).

Sonug olarak, s6z konusu veriler 1s1§1nda, arastirmaya konu olan bolgelerdeki
otel isletmelerinde personel giiclendirme yonetim tekniginin yeterince uygu-
lanmadig tespit edilmistir.

Anahtar sézciikler: Personel Giiclendirme, Hizmet Endiistrisi, Otel Isletmeciligi

ABSTRACT

Today, competition conditions which get harder and harder and change as a
result of fast environmental conditions put forward the customer satisfaction in
the enterprices. And that can only be realized by the enterprices which have
capacity to answer the customer requests. However, increasing staff quality and
expectations, rising democratic understanding in the whole organizations make
the term of empowerment more important to be able to reach their aims for the
enterprices.

The empowerment which means to give the responsibility and outhority in an
organization to those who work personally is very important in the hotel man-
agements because production and consumption occur there at the same time. A
mistake which is made in the hotels can hardly be corrected without reflecting it
to the customer. That the employees take responsibility and authority about the
job which they do will give them both money and time. For this reason it is de-
termined how well the empowerment applications are carried out with a face to
face questionnaire made with the employees working at the four and five
starred hotels in Ankara.

The question in the survey are closed ended and organized according to 5-
Point Likert Scale Type. The questionnaire forms consist of two sections and
twenty-two questions. In the ten questions of the first sections of the question-
naire, there are demographic questions about the general knowledge for the
people joining the questionnaire. In the twelve questions taken from Spretizer
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(1995) in the second section, there are empowerments expressions which are
used to measure how many the employees are strengthened, how strong they
feel as a part of the organization they work for.

The data relating to 255 test subjects used to measure their empowerment
revels are evaluated in SPSS / PC (10.0) packet programme (Statistical Package
of Social Science). In the evaluation, t-test has been used.

Five more hypothesis are tested under the main hypothesis, which is “the
managers at the hotels feel more empowered than their inferiors”. In these hy-
pothesizes;

e The relationship between the employees’ education levels and their
empowerment perceptions,

e How strong the employees, who are face to face with the customer (in
the front office, floor services, food and beverage and marketing) feel
according to the employees working in the back offices (purchasing,
human resources, cost control and accountant),

o The relationship between the employees” working period and empow-
erment perceptions,

¢ The relationship between the employees” wages and and empowerment
perceptions,

¢ The relationship between the employees” working period at their pre-
sent hotels and empowerment perception are studied.

According to the findings, the inferiors working at the hotels don’t feel as
strong as their managers (t = 7,748, P<0,05). The results gained after the evalua-
tions of the other hypothesis are like that.

The empowerment perceptions of the educated employees, working at the ho-
tels, are higher than those of employees who are graduated from high schools
and the elementary schools (t = -3,328, P<0,05).

The empowerment perceptions of 5-year and more experienced employees
are higher than those of 5-year and less experienced employees (t = -3,030,
P<0,05).

When the hotel employees” working period at the same hotel is 5 years and
more, it has been seen that their empowerment perceptions are higher than
those of the employees working period which is less than 5 years (t = -2,632,
P<0,05).
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The empowerment perceptions of the hotel employees winning more than
1000 NTL (New Turkish Liras) are higher than those of the employees winning
less than 1000 NTL. (t = -8,402, P<0,05).

There isn’t a statistically noteworthy difference between the front office em-
ployees’ perceptions and back office employees perceptions (t =-1.023, P>0,05).

As a result, in the light of mentioned data, it has been found that the staff em-
powerment method isn’t carried out enough in the hotel managements in the
area where the survey was done.

Key words: Empowerment, Service Organizations, Hotel Organizations.



